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CALL FLOW DESIGN AND DIALOG DESIGN
SPECIFICATION (FORMERLY MENU DESIGN)

1.0 INTRODUCTION

1.1 Purpose of Document

The purpose of this document is to present the dialog design for the Travinfo® Traveler Advisory
Telephone System (TATS). The dialog design is the detailed design of the TATS. This
document includes descriptions of specific dialogs that callers will experience and detailed
descriptions of the dialog states in the system. The descriptions of dialog states include:

o Description — describes with words how the caller got to the state and what they will
experience in the state.

o Special Features — describes anything that a caller can do or how the system will react that
is different from an ordinary state.

o Entry and Exit States — presents the various states that can lead to this state and the
various states to which a caller can proceed.

o |Initial Behavior — presents actions that the system can take when the caller first enters this
state. There may be different actions for the first time a caller enters a state compared to
subsequent entries.

o Grammar — presents a sample of the types of expressions and words that the system will
understand at the state, and what action will be taken for those expressions.

e Action — describes all the actions that the system can take at this state.

o Error Behavior — describes the action that the system will take for various errors. There may
be different actions to the same error depending on the number of times the error has been
made in the given state.

e Help Behavior — describes the help message that the system will present if the caller
requests help.

This document also describes how the backend computer and database system will present
incident lists and estimated driving times to the TATS and then to the caller.

1.2 Background

To date, the primary traveler information dissemination medium for Travinfo® has been the
existing traveler advisory telephone system (TATS). It will remain an important data
dissemination tool as the Travinfo® system is improved and enhanced.

One of the enhancements to the TATS is the use of the latest speech technology. The first
design elements of the speech-based system are the call flow diagrams. The call flow diagram
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is roughly analogous to the menu tree of a traditional IVR system. Just as prompts are written
and recorded for the menu tree in the IVR system, the dialog design specification provides the
details of the information that follow the call flow diagrams in a speech- or voice-based system.

The dialog design specification is the final design document for the TATS. Upon approval, the
prompt recording and system development processes will begin. The diagram below illustrates
the high-level process taken to implement the TATS and where the dialog design specification
fits in.

Requirements

Development

Testing

Deployment, Tuning
& Monitoring

1.3 Document Content

This document contains the updated call flow diagrams as well as the descriptions of the 93
dialog states designed into the TATS. The states fall into the following general categories:

Caller welcome and main menu. These states welcome the caller to the system and
present the options from which a caller can choose.

Public Transportation. States under public transportation include those to receive
information on transit, paratransit, transit incentives, and getting to the region’s airports.

Traffic. States under traffic include those to receive information on traffic incidents,
estimated driving times, planned highway construction, and roadway conditions approaching
the region’s airports.

Rideshare. The rideshare state allows the caller to be transferred to RIDES or SNCI for
carpool and vanpool information.
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e Bicycling. The bicycling state allows the caller to be transferred to RIDES for bicycling
information.

o Survey. The survey state allows the system to present survey questions to the caller.

2.0 SYSTEM DESIGN AND ALGORITHMS

Both the 511 and Traveler Information Web Applications for Travinfo® need to calculate driving
time and report incidents to users. For incidents, a careful selection algorithm must be
employed to select those incidents most likely to affect the users. For driving time, care must be
taken to allow the users to select starting and ending points where enough information is
available to produce reasonable driving time estimates. Once the endpoints are selected, a
path selection algorithm must be employed that produces the paths with the shortest driving
times. Although the inputs for the 511 and web applications are different, the logic used to
select and order incidents, as well as calculate driving times, is the same.

2.1 Requirements

Decluttering is an explicit requirement of the 511 and Web systems for Travinfo®. The
decluttering concept is defined as prioritizing, filtering, and summarizing the information
presented to the end user. There are several reasons why decluttering is especially important
for the 511 system:

e The caller wants to spend the least amount of time on the phone as possible and still
receive useful information. In a recent study on implementing 511 in Arizona, when
evaluating the current touch-tone based system, it was reported:

“According to ADOT, customer feedback has indicated that, while generally satisfied with
the system, there are often too many “entries” for a given route. With the routes often
spanning hundreds of miles, callers must listen to information for portions of a road they will
not be traveling on. This and the busy signals in peak use times are the two most important
areas being focused on for improvement in addition to 511 access.”

o If the caller is presented with too much information, they may not be able to filter out the
unimportant information and focus in on the information relevant to their current situation.

o If the caller gets useful information, they will likely return to the system.

Travinfo® is required to present useful information to the public. One method of determining
whether useful information has presented is the number of calls the system receives. If
travelers do not receive useful information, they will stop using the system.

2.2 Incident Selection

The web and 511 applications will provide two methods to specify the criteria for selection of
active incidents. They can select a single point in the system, or they can select the start and
endpoints of a trip. A point can be a highway, an exit on a highway, a bridge, a city or a hotspot.

When a user selects a single point and/or start and end points in the system and instructs the
system to report incidents that might affect him, the system has to examine the active incidents
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and report back a group of incidents, ordered so that the incidents most likely to have the
greatest impact are reported first with an indication of the time of the latest update to the
information provided. While it is important that the web site takes care in selection and ordering
of incidents, it is critical that the 511 system performs this decluttering and ordering. There are
several pieces of information available in the current data fusion system that can be used to
make this selection, including those in the table below:

Field name Description How used

Incident Type Type of Incident Each incident has one or more broad

categories of incident. These incident types
will be ranked by how likely they are to affect
traffic.

Event_EstimatedDuration The estimated duration of the The longer the estimated duration of is, the

incident as determined by the more likely it is to impact the user.
TIC operator

Event_TotalLanes These fields contain The greater the number of lanes affected, the
information on the lanes more likely the incident is to affect the user.
Lane_Status affected by an incident an their

Event_NumberOfLanes

Link_LaneCount

status (closed or blocked)

Link_ID ID of Link associated with link Each incident will be associated with one or

more links. When a user asks about incidents
in a specific area, all incidents relating to that
and nearby upstream links will be considered.

These fields can be used to determine which incidents should be reported to the user and in
what order. The proposed algorithm is as follows:

1.

Each link in the network will have a slowdown threshold. If the average speed on a link is at
or above the slowdown threshold, no incidents will be reported. The thinking here is that
even if there is an incident on the road, if it does not affect the average speed, then it does
not need to be reported to the driver. If the speed on the link is below the slowdown
threshold, then incidents may be reported.

When an incident is reported, it will be associated with one or more links. As the incident
updates over time, the links it is associated with may change as well. When an incident
closes, all link associations with the incident will be removed.

Each link will have a list of nearby upstream links associated with it. This list will be used for
link/incident association.

The average speed of links is constantly changing. When the speed of a link changes to
below its slowdown threshold, the list of associated downstream links will be checked for
active incidents. If there is an active incident on one of the downstream links, the link with
an average speed below the slowdown threshold will be associated with the incident. If the
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average speed of a link changes to a speed at or above the slowdown threshold, all of the
associations between that link and active incidents will be removed.

5. When a request is received to report incidents for a specific area, the area will be mapped to
one or more links. For each link that is below the slowdown threshold, all incidents
associated with the link will be selected. If there are no incidents, no incidents will be
reported, but a report of a slowdown will. For example, the report could say, “There are no
reported incidents on Route 1 northbound at 1-280, but there is a slowdown with traffic
moving at approximately 25 miles per hour.”

6. Order incidents by incident type, number of lanes affected and expected duration, not
necessarily in that order.

7. Only the top i incidents, or all incidents that meet defined criteria will be reported. Where i
may different for the web and 511 applications.

The algorithm is slightly different for incidents along a path. The selected algorithm is:

1. Select the top p paths between endpoints (where p is configurable and different for 511 and
web).

2. Select all incidents that are on any of the links on any of the paths.

3. Order incidents by incident type, number of lanes affected (or percentage of lanes affected),
and expected duration.

4. Only report the top i, incidents, or all incidents that meet defined minimum criteria (where i,
may different for the web and 511 applications). Again the minimum criteria should be
configurable.

2.3 Driving Time Calculation

There are several issues with calculation of driving times. They include: selection of end points,
path determination, link travel time maintenance and link travel time calculation. For the
purposes of this document, an algorithm recommendation will be proposed only for the first
three issues. This is a dissemination-based document and link travel time calculation
algorithms have been addressed in data collection and data fusion. However, several
assumptions will be made regarding the calculated link travel times.

2.3.1 SELECTION OF END POINTS

Before we consider allowing a user to select end points, a system-wide decision on which end-
points a travel time can be calculated on must be made. The assumption here is that decisions
can be made based on available detection capability.

The approach for driving time calculation is that a finite set of trips is predetermined. The
agreed upon points must be captured in a database and a procedure developed for updating
the list of end points and any other related data (voice files, graphics, related database tables,
etc.).
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User selection of end points on the web is more straightforward than for the 511 application. On
the web, the user can be presented with a list of end points, and select starting and ending end
points. On the 511 application, when the user selects a valid point in the system that is close to
a valid end point, the system will substitute the closest valid end point. If they select a valid
system point that is not near a valid end point, they will be told the information is not available
(or will be given a listing of options, such as cities, points of interest, etc). For both applications,
the end result is a pair of valid end points for travel time calculation or an error message to the
user.

2.3.2 PATH DETERMINATION

Once the end points have been determined, the back end systems need to determine the best
(or feasible) path(s) for driving time. The solution here is that a set of paths for each pair of
valid end points is externally generated each time the set of valid end points is changed. This
requires development of a path generation application that can be run as part of the end point
maintenance procedure. Each path will consist of a list of links that must be traversed to travel
between the end points. Therefore when a pair of end points is selected, the travel time
calculation algorithm would consist of the following steps:

1. Look up possible paths based on a pair of end points.

2. Calculate the driving time for each path by summing the driving time for each link in the
path.

3. Sort the path travel times so the shortest time is first.

4. Return the top n driving times and paths, plus the most obvious path (e.g., SR 101 for a trip
from San Francisco to SFO airport).

After the routes are played, the system checks to see if either the starting or ending point is a
"megacity." (There will be about 9 of these. These are big cities, such as Oakland, San
Francisco, and San Jose where we want to allow the user to refine their estimate, or cities like
Mountain View which have multiple interchanges that we want to allow the user to use to refine
their search.)

If the caller doesn’t choose a "megacity", the system continues and plays traffic incidents for
each of the alternate routes.

If the caller chooses one or two "megacities"”, the system asks the caller if they'd like to refine
their estimate. If the caller says no, they go straight to the traffic incidents. If the caller says
yes, the system proposes some choices for narrowing down the starting point, then ending
point, or both. These choices will be different for each "megacity" and include things like
popular landmarks, exit names, or interchanges.

As a shortcut, the caller will be told they can use these items as “hotspots.” For example, if “4™
Street" is one of the items used to refine San Francisco, a caller would be able to use this when
asked for a starting or ending point.

Another estimate will be given after the refinement, and then the incidents for those routes.
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Historical data will be used if current data is not available. Historical data will be used in the
ALDF process to provide speed data on links in the absence of any better source. The data
used reflects the information from the same type and time of day (Weekday at 7:00AM) and is
typically stored for 15-minute intervals. The Historical data is altered over time by smoothing
any live reports with the old value, and storing that for future use. (Details of this process are
available in the Data Collection Design, Deliverable 2-10). If for any reason, the system does
not have data, real or valid historical data, the system will state that no data is available.

2.3.3 LINK TRAVEL TIME MAINTENANCE

One key component to calculating driving time is maintaining a current list of link travel times.
There are several issues with the maintenance of this list that drive the design of this process:

e There are a large number of links in the system and the travel times on those links are
updated very frequently.

e For each travel time request, a potentially large number of link travel times need to be
accessed.

e |tis possible that a large number of travel time requests can be received at the same time.

e There is no requirement on the Travel Time calculation system to maintain a historical
record of the changes to link travel time.

Based on these factors, it is not recommended that the link travel time data be stored in a
database. (Historical data will be archived by the data collection system and published when
no current data is available. Therefore, it is not necessary for the Data Dissemination to also
store historical data.) To speed up the process, the link travel times will be cached in memory
on an XML server so they can be quickly updated and retrieved.

From a high-level design perspective, the 511 and Web Data Interface applications will
subscribe to link status messages and forward them to one or more XML Servers. Each XML
Server will read the link travel times from the forwarded messages and store them in its local
memory. The travel time calculation function will read the link travel times from that local
memory.

2.3.4 LINK TRAVEL TIME CALCULATION

As mentioned earlier, the algorithms for link travel time calculation will not be addressed here.
However, due to the importance of link travel times, the travel time calculation algorithm has
requirements of the Automated Link Data Fusion (ALDF) system. Requirements are:

e The ALDF will calculate travel time for all links based on the best available data and
algorithms.

¢ If no data is available for a link, the ALDF will publish historical values. In other words, at
least one travel time for every link will be published every 90 seconds so the Link Travel
Time Maintenance component does not need to check for stale data at the link level.
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2.4 Data Requirements

Based on the design and algorithms described in this document, the following pieces of
information need to be captured/decided and made available the 511 and web back end
systems:

¢ Incident Selection parameters

¢ Incident Reporting parameters

e Incident Ordering parameters

o Primary link(s) associated with every highway, exit, city, bridge and hotspot in the coverage
area

e Associated Upstream links for every link in the system
o List of all valid end points for travel time calculation

e A road network table describing the connections between all roads in the coverage area
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511 Application 05/14/02

511 Application Callflows
Notes

1) NSP stands for "No SPeech Timeout", and refers to a caller staying silent [does not
include touchtones]

2) The general error strategy is that after 3 or 4 misrecognitions or NSPs, the caller will
be taken to the previous state of the application. Exceptions are noted. After either type
of error, an appropriate error message is always played such as, "I'm sorry, | didn't
understand," or "I'm sorry, | didn't hear anything."

3) The prompts used in these callflows are "functional": that is, they represent the
behavior of the final application, but are by no means the final prompt wordings.

4) Help prompts and error prompts are not shown in the callflows. Every state is
assumed to have a Help prompt and appropriate Error prompts, which will be described
in detail in the Dialog Design Specification.

5) All the information contained in the call flows will also be represented in the Dialog
Design Specification. The Dialog Design Specification will include many additional
details, such as final prompts, complete error handling, and grammar names.

6) DTMF (touch tone) behavior is shown in the DTMF tables document specification. For
DTMF states that differ in dialog flow from the speech states, a DTMF callflow document
exists.

7) System prompts (prompts the caller hears) and possible caller utterances (things the
caller says) are indicated in the callflow with quotation marks ("").

8) Terms used in the callflows do not necessarily reflect the wording callers will hear in
the system prompts. The Dialog Specification includes all final prompt wordings.

© 2002 Nuance Communications, Inc. v1.9 p. 1



511 Application

Key

© 2002 Nuance Communications, Inc.

05/14/02

Recognition State

Recognition State using Hotword
(only utterances that are in the
grammar will barge-in)

Non-Recognition State - a prompt is
played, but no recognition takes place

Back-end process - no recognition
occurs, and no prompts are played

Sample XML API request to the
Back-end

Prompt - This prompt is part of the
previous recognition state

Decision point (made by the application)

Entry or Exit

Points to a dialog on another page

Transfer outside of application

Indicates DTMF (touch-tone) dialog
flow will differ from speech dialog flow,
and the behavior is shown in the
DTMF callflows

v1.9 p.2



511 Application
Welcome

© 2002 Nuance Communications, Inc.

StartOfCall

WelcomeMessage

"Welcome to 511..."

v1.9

05/14/02

p.3



511 Application MainMenu 05/14/02
Main Menu i j

A :'<’FloodgateRequest>
: <traveler-ldentiry>51443243535 </traveler-Identity>
Backend Call ' <floodgate-name>main_menu</floodgate-name>
Floodgate '</FloodgateRequest>
. traffic »  TrafficMenu
MainMenu
"l can get you information on driving,
public transportation, carpooling or
: "What are my | vanpooling, or bicycling. Which one
WhatAreMyChoices ‘ choices?" would you like? <2 sec pause> Say "public transportation" _ /PublicTransportation
list choices 'what are my choices' for a ".St of' Menu
everything you can do, or say 'help'.
Now, what can | get you?"
The same grammar is Re-entry: "Main menu. .. what can |
active during this state as get you?"
in the Main Menu, and all of 4 R o
the outgoing arcs from the carpooling > Rideshare
Main Menu apply as
outgoing arcs for this dialog
state as well. For instance,
if one says "AC Transit",
the system will go to
v CreateAgencyMenu." "bicycling " ‘i Bicycling :
"AC Transit" CreateAgency
w Menu
"airports"”

These items are "shortcuts”,
meaning they are not mentioned in
the initial Main Menu prompt, but
are still recognized.

They will be introduced to the caller
in other ways, such as help
prompts.

Up to 10 additional shortcuts will be
added when more is known about
callers needs.

—

"Okay, cancelled."

» Airports

"ParaTransit"

> ParaTransit

"Transit Agencies"

» PublicTransportation

"Traffic Incidents"

» Trafficincidents

"Estimated Driving Time"

» EstimatedDrivingTime

[ ifus

SpareTheAir

"spare the air day" "Spare the air Day... hang NSP
on while | transfer you to SpareTheAirOperator
the operator, or say

‘cancel’ if you don't want
me to."

"cancel"

© 2002 Nuance Communications, Inc.

v1.9 p. 4



511 Application

PublicTransportationMenu

GublicTransportationMenD

A

Backend Call
Floodgate

A

PublicTransportationMenu

"I've got information on
Public Transportation
Agencies, Pre-Tax
Commuter benefits, airport
info, or ParaTransit. Which
would you like?"

05/14/02

f<FloodgateRequest>

. <traveler-ldentity>43465687687</traveler-ldentity> .
<floodgate-name>public_transportation_menu</floodgate-name>

</FloodgateRequest> :

"ParaTransit"

A

ParaTransit

© 2002 Nuance Communications, Inc.

"transit agency"

PublicTransportation

v1.9

"pretax commuter "o "
benefits" airports
Y
PretaxCommuter Airports

Benefits

p.5



511 Application

Traffic Menu

< TrafficMenu >

A

Backend Call
Floodgate

A

Traffic Menu

"Would you like a traffic
report, estimated driving time
and traffic for a route, airport

information, or planned

highway construction?

f<FloodgateRequest>

<traveler-ldentity>43465687687</traveler-ldentity>
<floodgate-name>traffic_menu</floodgate-name>

</FloodgateRequest>

"traffic
incidents"

Trafficincidents

"estimated driving
time"

EstimatedDrivingTime

© 2002 Nuance Communications, Inc.

v1.9

"planned highway
construction"

A 4

PlannedHighway
Construction

"airports"

A

Airports

05/14/02

p. 6



511 Application

Traffic Incidents

Traffic Incidents

Notes about error handling in GetLocation
1) After three errors, return to Traffic menu

2) Error and help prompts inform user of
how to hear DTMF commands

GetLocation

» "Please say a
highway, a bridge, a
city, or a hot spot."

set flag Location = Traffic

# "list all" » ListLocations

<TravelerinformationRequest ...>

05/14/02

"[city)/[highway]/ <traveler-ldentity>5147324707</traveler-Identity>
[bridge]/[hot spot]" <informationLocation>
<area>
<location>
<address>San Francisco</address>
</location>
Okay, canceled... | | . § i </area>
let's try again. ¢ cancel’| ConfirmLocation </informationLocation>
"Highway 85.." <req>
N <req-item>
A <informationRequest-Type=>incidents</informationRequest-Type>
: <informationRequest-Subype=>incidentType</informationRequest-
Subype>
</req-item>
v . </req>
</TravelerinformationRequest>
Check ~ / ~ TTTTTTITTTITTTTEmTI I oITIIITTTTTTTn T
back-end to A
get incident
info
GetMorelnformation This pr_ompt will be
Need more yes dynamic based on
detail? gn . ~.| what type of info is
?
Okay, for what city? still needed.
no
"[city)/[highway]
[direction]"
y
Check
PlayTrafficlncidents bacll<-e'nd to <7NSP (":onflrqureInf?
get incident San Francisco..
info
"cancel"

© 2002 Nuance Communications, Inc.

v1.9
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511 Application

List Locations

ListLocations

A

ListLocations

play appropriate prompt based on
Location flag

"Sure...do you want to hear a list
of highways, cities, bridges, or hot
spots?"

flag LocationType = city/bridge/
highway/hotspot

"highways/bridges/hot spots"

"[city)/[highway]/
[bridge]/[hot spot]"

PlayLocationList

"Okay, here's the list. You can
interrupt me at any time by
saying the name of the one you

GetRegion
"cities" | "Okay, cities. There
are six regions: ...
which one would you
like?"
"[region]"
v ¢
"stop"” "Okay, stopped..."

"[city)/[highway]/

[bridge]/[hot spot]"

flag Location = Traffic

want, or say 'stop'.

play appropriate list./use
appropriate grammar based on
flag LocationType

NSP

EndOfListLocations

"Say the name of the one

A

you'd like, or say 'repeat' to
hear it again. You can also
say 'Main Menu' to go back

flag Location =

4

ConfirmStarting
Point

Notes about PlayLocationList

The prompt and grammar will reflect
whichever type of location has been

chosen

. For example, if the user has

chosen "cities", the prompt will say "by

saying
the gra

the name of the city you'd like" and
mmar will only contain cities.

© 2002 Nuance Communications, Inc.

EstimatedDriving Time

to the beginning."

"repeat"”

v1.9

05/14/02
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511 Application

05/14/02
Play Traffic Incidents

PlayTrafficlncidents

A

Prelncidents

"There are [x] incidents.
You can always say
'stop' if you're all done
listening."

The concatenation strategy
used for playing incidents will
be described in a separate
document.

p Construct Incident

"Okay, stopped.”
"stop"

A

Play incident

flag TrafficMode=
Trafficlncidents

"stop"

play TTS of
more info

yes

More
incidents?

"That's all | have right now."

flag TrafficMode=
Trafficlncidents

EostPlayTrafficlnciden%

© 2002 Nuance Communications, Inc. v1.9

p.9



511 Application

Post Play Traffic Incidents

PlayEstimated
Information

TrafficMode =
EstimatedDrivingTime

"repeat"

GostPIayTrafficlncident9

Is Survey

<SurveyRequest>

05/14/02

<traveler-ldentity>5147324707</traveler-Identity>
<transaction-name>traffic incidents</transaction-name>

%/SurveyRequest>

feature on?

no

"repeat”

TrafficMode =
Trafficlncidents

PlayTraffic
Incidents

"traffic incidents"

PostPlayTrafficlncidents

play appropriate initial prompt
based on TrafficMode flag

A

< Trafficlncidents >

© 2002 Nuance Communications, Inc.

"main menu"

A 4

EstimatedDrivingTime

v1.9

"estimated driving time"

A

MainMenu

p. 10



511 Application
Estimated Dr|V|ng Time < EstimatedDrivingTime>

f<F/oodgateRequest>

no

A

05/14/02

A <traveler-ldentity>43465687687</traveler-Identity> :
Backend Call : <floodgate-name>estimated_driving_time</floodgate-name> -
Floodgate -I</FloodgateRequest> :

A

GetStartingPoint

"Okay, let's get the starting point.
Tell me the name of the city or
hot spot you're starting from."

Re-entry. "Tell me that again..."

"list everything"

set Location flag = EstimatedDrivingTime

#

yes

A

GetEndingPointHighConf

Okay, now the ending

point. Tell me the name of

the city, or hot spot."

"[city)/
[hot spot]"

ConfirmBothExplicit

"Okay: starting in Mountain

View and ending at SFO.
Is that right?"

\
"[city]/[hot spot]"

High confidence?

no

"no

ConfirmStartingPoint

"Okay, Mountain View.
Is that right?"

yes

4

ListLocations

no

GetEndingPointLowConf

Okay, now the ending point. Tell
me the name of the city or hot spot."

Re-entry: "Tell me that name
again.."

ConfirmEndingPoint

"Okay, SFO. Is that
right?"

yes

"[city])/
[hot spot]"

High
confidence?

ConfirmBothimplicit

"stop"

"Okay: starting in
Mountain View and
ending at SFO."

NSP

v v

yes

© 2002 Nuance Communications, Inc.

v1.9

>< EstimatedinfoCheck

"Okay, stopped.
Let's start over.."

p. 11



511 Application
Estimated Info Check

EstimatedInfo
Check

A

Backend Call
Estimated driving time

TooMuchTraffic

"Sorry, there's too much heavy

Backend Call
Trafficlncidents, see » PlayTrafficincidents
Trafficlncidents

Is Traffic light traffic to give an accurate NSP
enough? estimate at this time. But | can
still tell you the traffic incidents
for that route... Say Main Menu if
yes you don't want to hear them."
v EstimatedAlternative
"Sorry, | don't have
Is complete no information for the [X] part of
info available? the route, but | do have an
estimate for [X]."
A
PlayEstimated 1\ _
Information /)~
© 2002 Nuance Communications, Inc. v1.9

<RouteRequest ...>
. <traveler-ldentity>5147324707</traveler-Identity>
<trip-StartTime>2001-12-11T13:20:00.000-05:00</trip-
StartTime>

. <trip-OriginLocation>

<address/>

. <ftrip-OriginLocation>
: <trip-DestinationLocation>

<address/>

. <ftrip-DestinationLocation>

. <wayPoints/>
<trip-WayPointPrioritizedListFlag>false</trip-
‘WayPointPrioritizedListFlag>

. <preferences/>

. <constraints/>
<trip-Requestldentity>1</trip-Requestidentity>
</RouteRequest>

05/14/02
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Play Estimated Information
The route estimates will include relevant

] ] highways/bridges etc., for example "Taking
PlayEstimatedInformation Highway 280 will be about 30 minutes, and taking

Highway 101 will be about an hour."

MultipleRoutes PreambleMultipleRoutes

"There are [2/3] possible
routes. "

"Now ['ll tell you the traffic
incidents for those routes.
Say 'next route' to go to the
next one, or 'stop’ if you're
finished listening to these
reports."

]

4

Multiple
possible
routes?

Can starting
ending point be
urther refined?

yes

Route 1 estimate
Route 2 estimate
Route 3 estimate

set flag MultipleRoutes = TRUE

EstimatedRoutelnformation
A 4 "Okay, next/last Retrieve

"Right now, the estimated ) ) route..." number of
driving time for that route is RefinePoint incidents
[hours/minutes]." 7y

PreRoutelncidents

set flag MultipleRoutes
= FALSE

More routes? > "There are [x]
incidents for [route
X"

Can starting
ending point be
urther refined?

. e

Construct Route
Incident ™~ The concatenation
strategy used for
playing incidents will
be described in a
separate document.
"next" Play Route
" " Incident
stop
set flag TrafficMode=

EstimatedDriving Time

"next"

PlayTrafficlncidents

play TTS of
more info

"stop"

"Okay, stopped."”

yes

More incidents?

flag TrafficMode=
EstimatedDrivingTime

"That's all I've got."

PostPlayTraffic
Incidents

4

flag TrafficMode=
EstimatedDriving Time

\/\

© 2002 Nuance Communications, Inc. v1.9 p. 13
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RefinePoint

RefinePoint

Note

on "points":

05/14/02

These are unique to each city and pulled from
the back-end. Here are some examples:

4th street
Pac Bell Park
Highway 101
The 280 interchange
A RefineStartingPoint
RefinePoint
) . "ves" Starting point yes Ok_ay, to refine your starting
Would you like to »- . » point, you can choose from
) an be refined? -
refine that any of the following:
estimate?" [list points]
Which would you like?"
"no" no
set flag BothPoints = [point]
FALSE
flag MultipleRoutes = flag MultipleRoutes =
FALSE TRUE )
set flag BothPoints =
TRUE
A 4
PlayTraffic PreambleMultiple
Incidents Routes \

© 2002 Nuance Communications, Inc.

RefineEndingPoint

"To refine your ending point,
you can choose from any of
the following:

[list points]

Which would you like?"

Y

yes Can ending
point

be

refined?

"[point]"

V;\
PlayEstimatedinfo |«

v1.9

no

p. 14
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Public Transportatio
e — |

f<FloodgateRequest>
. <traveler-Identity>43465687687</traveler-ldentity>

Backend
aé aﬁn . <floodgate-name>transportation_agencies</floodgate-name> :
Floodgate </FloodgateRequest> ;
GetTransitAgency #
GetStartingCit:
"Please say the name of the transit gty
agency, or, if ylou're n'o't' sure, say 'l "I don't know" "Okay... what city will you
don't know'. > be traveling from?" <
——»
Re:entry: "Tell me the name of the Reentry: " What city was
transit agency, or, if you're not sure, that again?”
say 'l don't know'. Remember, you S— "no"
can always say 'Main Menu' to get [city]
out of here. What would you like?"

ConfirmCityExplicit

Confidence
high?

"[city]. Is that right?"

yes

"Okay, cancelled.
Let's gobacka | ‘“stop"
"[transit agency]" step."

Confirm City

"[city]"

#NSP

Backend Call
Public
Transportation
using a city

TransferOneAgency

Multiple
agencies for
that city?

"There's one agency for
that city: [agency]. ['ll
go there now, unless
you say cancel.."

yes I-'<PublicTransponationRequest>
<traveler-ldentity>5147324627</traveler-

Eldentity>
<agencyTopicOrCity>
NSP <city>Livermore</city>
: \ 4 + </agencyTopicOrCity>
"Okay, cancelled." Confirm Agency f ; </Public TransportationRequest>
< CreateAgencyMenu .
"stop" | "Okay, [agency]..." | NSP R TP P PP
GetCityAgency
A
"lagency]" "There's more than one "l don't know"
agency for that city.

list agencies
Which one would you like, or

say 'l don't know™...
A Y

TransferAgencyMessage

"Okay, stopped.
Let's go back a "stop” "Okay, I'll transfer you to
step..."

the most common one.
Transferring to [agency],
unless you say 'stop™

NSP

TransferToAgency
Operator

© 2002 Nuance Communications, Inc. v1.9 p. 15
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Create Agency Menu
CreateAgencyMenu P .

f<FloodgateRequest>

4 . <traveler-Identity>43465687687</traveler-ldentity>
Floodgate . <floodgate-name>Livermore Wheels</floodgate-name>

for the </FloodgateRequest>

agency .
. X y
<PublicTransportationRequest> : . "Ok, cancelled.." )
. <traveler-Identity>5147324627</traveler- Get Public
Identity> : trans_portatlon

: using the

. <agencyTopicOrCity>
<agencyTopic>
<agency-name>Livermore Wheels</
:agency-name>
</agencyTopic>
</agencyTopicOrCity>
E</Pub/icTranspon‘ationRequest>

agency name

TransferMessage

NSP TransferToAgency

Transferring to Operator

[agency], unless you

options?

""""""""""""""""""""""" say 'cancel™
"Okay, cancelled. PlayMenuOptions
Let's go back." <
play menu prompt
(from back-end)
"next bus" "service set flag ConfirmationType
interruptions" = Public
v
"stop” Transfer NextBus/ Service PlayRecorded
NextBARTTrain Interruptions Message
Play appropriate transfer
prompt, based on whether play recording
transfer is to a DTMF 4

system, voicemail, an

operator, or unknown. Backend call
Survey Survey
yes Check

set flag ConfirmationType | NSP
= Public v no

TransferToPhone
Number /e .

<traveler-ldentity>5147324707</traveler-ldentity> :
. <transaction-name>public transportation</transaction-name> :
</SurveyRequest>

Notes on menu options:
The back-end will return a dynamic list of menu options for each agency.
For agencies with only one option, the caller will be automatically transferred.

For agencies with multiple options, there are six types of actions the caller might be able to take:

1) Next Bus/Next Train

2) Service Interruptions

3) A transfer to a voicemail box

A transfer directly to an operator

Listening to a recorded message, and then going back to the Main Menu

4
5
6) Being transferred to an outside DTMF system

~— — ~— ~—

Each agency will have a different combination of these features, with different names. For example, "Fares
and schedules" may transfer directly to one operator, while "lost and found" may transfer to another. Each
agency's list of possible menu options will be described in another document.
© 2002 Nuance Communications, Inc. v1.9 p. 16
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Servicelnterruptions

Servicelnterruptions

4

Servicelnterruptions

You can always say
'stop’ if you're all done
listening."

"There are [x] incidents.

Construct

Transitincident

The concatenation strategy
used for playing incidents will
be described in a separate

document.
"stop”
PlayTransit "Okay,
Incident stopped.”
~__

"stop"

play TTS of
more info

yes More
incidents?
"That's all | have
right now."
C PlayMenuOptions ><
© 2002 Nuance Communications, Inc. v1.9

05/14/02
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511 Application 05/14/02

;'<FloodgateRequest>

Floodgate . <traveler-Identity>43465687687</traveler-
for JIdentity>
ParaTransit <floodgate-name>paratransit</floodgate-name>
L </FloodgateRequest>
GetParaTransitAgency

agency you'd like? Or, if you're not
sure what the name is, say the name of
the city you're interested in."

"What is the name of the ParaTransit ; l

A

Re-entry: "Which agency would you
"no" like?"

ConfirmParaTransit
Explcit

"Okay, cancelled.
Confidence Let's go back."

high?

P no

"l heard [agency/ flag Confirmation = Explicit
city]. Is that right?"

yes flag Confirmation = Implicit

ConfirmParaTransitimplicit

Play appropriate prompt: based on agency
or city, and explicit v. implicit

If agency recognized: "Okay, [agency]. I'll L
transfer you now, unless you say 'cancel™.
: : W . <ParaTransitRéquést> """~ """ """ " rororornnnenet
If cit d: "The ParaT t !
fglr)[/criteﬁoigrfzgency] ph tf;isggr”%fﬂicvcy <traveler-Identity>5147324707</traveler-dentity>
unless you say 'cancel"..." . <agencyOrCity> .
: <agency-name>Livermore Wheels</agency-
‘name>
NSP </agencyOrCity>
</ParaTransitRequest>
"ves"
A
no
o Get Para .~ Are there menu . /TransferToAgency
7 Transit Info options? Operator
PlayParaTransit yes
"Okay, cancelled. MenuOptions
Let's go back." » <
play menu prompt <
(from back-end)
set flag ConfirmationType
"stop" = Para Y
Transfer
PlayRecorded
Play appropriate transfer Message
prompt, based on whether y di
transfer is to a DTMF <SueyReguests T . [y el
system, voicemail, an . <traveler- .
operator, or unknown. Identity>5147324707</traveler- Y
Identity> : Backend
. <transaction-name>paratransit . call ye
</transaction-name> . Check Survey
TransferToPhone ;‘</SurveyRequest> ; Survey

Number

no

© 2002 Nuance Communications, Inc. v1.9 p. 18
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Rideshare

Rideshare / Carpool / Vanpool

A
<RideSHareRequest> """ """ """ rtrorere e .
«  <traveler-Identity>5147324627</traveler- . RideshareMain
J{dentity> :
<serviceOrArea> © | "You can get information for |
<service>ParkNRide</service> : Solano County, or
</serviceOrArea> . information for everywhere
</RideShareRequest> ... ................... - | else, including Park N Ride." .
Okay, cancelled.
Let's go back a
<RideShareRequest> """ """ " Tttt . step."
+ <traveler-Identity>5147324627</traveler- Y
‘Identity> . Get
<serviceOrArea> Rideshare A
<area>Solano County</area> Info
. </serviceOrArea>
</RideShareRequest> . . ... ... ... .. ... ...
solan? "Everywhere else"
county'
vy A
Floodgate Floodgate
solano county all others
A
RideshareSolano
Transfer Rideshare Transfer
TransferToSolano
"Okay, transferring to CountyOperator "Okay, transferring to
Rideshare for Solano Rideshare..." "stop”
County..."
"stop"
ransferToParknRide
Operator
<FloodgateRequest> : <FloodgateRequest>
: <traveler-Identity>43465687687</traveler-ldentity> <traveler-ldentity>43465687687</traveler-ldentity>
: <floodgate-name>Rideshare_Solano</floodgate-name> : <floodgate-name>Rideshare_other</floodgate-name>
</FloodgateRequest> . </FloodgateRequest>

© 2002 Nuance Communications, Inc. v1.9 p. 19
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511 Application
Pretax Commuter Benefits (Transit Incentives)

f<Pre TaxCommuterBenefitsRequest>

Pretax Commuter .
Benefits . <traveler-Identity>5147324627</traveler-ldentity>
</PreTaxCommuterBenefitsRequest> '

4

PretaxMain

prompt about pre tax benefits
"| can transfer you to an operator if you'd
like to know more. To get information
about Commuter Incentives, including the
Commuter Tax Benefit program, say
'Commuter Incentives'. If you want
information specifically for Solano or Napa
counties, please say 'Solano' or 'Napa'. To

start over, just say 'Main Menu'.

"solono", "napa",
"commuter benefits'

"Okay, I'll transfer

you to the operator

now, unless you say TransferToPreTax
cancel.” Operator

"main menu"

"Okay. I'll take you
back to the Main
Menu..."

p. 20
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Planned Highway Construction
Planned Highway
Construction

A

TransferToPlannedHIgh
wayConstruction

"Okay, I'll transfer you to
the operator, unless you
say cancel..."

"Okay, cancelled...

NSP

A

Check Planned
Highway
Construction

TransferToCalTrans
Construction

© 2002 Nuance Communications, Inc.

" " let's go back a

f<PlannedHighwayConstructionRequest>
<traveler-ldentity>5147324627</traveler-ldentity>
</PlannedHighwayConstructionRequest>

v1.9

05/14/02
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Bicycling

<BicyclinginfoRequest>
: <traveler-Identity>5147324627</traveler-
Identity>

<area>Solano County</area>
«</BicyclinginfoRequest>

Bicvcli f<FloodgateRequest>
ieyeling : <traveler-Identity>43465687687</traveler-Identity>
. <floodgate-name>bicycling</floodgate-name>

Backend
Call
Floodgate

BicyclingMain

"You can get information for

</FloodgateRequest>

Solano or Napa County, or
information for everywhere
else."

4
Get
Bicycling
Info

"solano
county"

A
BicyclingSolano
Transfer

"Okay, transferring to
Bicycling Info for
Solano County..."

"stop"

"Everywhere else"

TransferToSolano
CountyOperator

4

Bicycling Transfer

"Okay, transferring to
Bicycling Info..."

TransferTo Bicycling
Operator

"Okay, cancelled.
Let's go back a
step.”

&

"stop"

© 2002 Nuance Communications, Inc.

v1.9

05/14/02
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Airport Information

GetAirport

"Would you like
information on

Sacramento, San
Francisco, San Jose, or :<FloodgateRequest>

Oakland International?" . <traveler-Identity>43465687687</traveler-
JIdentity>
. <floodgate-name>SFO</floodgate-name>
</FloodgateRequest> ;
Check e .
floodgate for
the specific
airport il
<AirportinfoRequest>
: <traveler-ldentity>5147324707</traveler-ldentity>
v <airport-code>SFO</airport-code>
AirportMenu ' <airport-topic>incidents</airport-topic>
</AirportinfoRequest>

"You can get information on traffic
incidents, parking or ground
transportation. Which would you

P

like?"
Re-entry prompt based on whether
parking or ground transportation was
already heard
A
"parking" "parking"
Get Airport

"ground Info "ground

transportati transportation”
A A
"Okay, stopped...let's "incidents" .
go back. You can AirportMessage AirportTransfer "Okay,

always say 'Main  rsiop"
Menu' to get out of
here..."

"stop" cancelled...let's go
back a step."

"Transferring you to
the operator, unless
you say 'stop'..."

A

play pre-recorded
message

"Sure, traffic
4 incidents."

NSP

"repeat" NSP|

A

PostAirportMessage
"Say 'repeat' to hear that again.
"more information" Now, | can get you more airport
information, or, take you back to

the Main Menu. If you're all
done, you can just hang up.
What can | get you?"

TransferToAirport
Operator

Prelncidents

Notes on Airport Menu

- Depending on the airport, parking and ground
"main menu” transportation may either go to a pre-recorded
message, or to an operator.

3 - When going to traffic incidents (B), the name of

MainMenu the airport must be passed to that part of the
application

© 2002 Nuance Communications, Inc. v1.9 p. 23
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NextBus and NextBART Train

NextBus

4

<NextBusRequest> .
Get routes <tr§veler-ldent|ty>5147324627</:
. traveler-ldentity> '
for this . .
agency : <agency-name>AC Transit</
:agency-name>
'</NextBusRequest>
A 4
GetRoute
© 2002 Nuance Communications, Inc. v1.9

05/14/02

NextBARTTrain

<NextBusRequest>

. <traveler-ldentity>51 47324627</E
traveler-ldentity>

Get list of :
Stations : <agency-name>BART</agency-:
name>
'</NextBusRequest>
A
GetBARTStation

"Okay, which BART station

would you like information for?" |«

Reentry: "Tell me the name of
the BART station again."

no

ConfirmBARTStation
Explicit

Confidence

iah?

high? "l heard [station]. Is
that right?"

yes

ConfirmBARTStation
stop Implicit

"Okay, [station]."

NSP

AnnounceTrain

p. 24
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"no

05/1 4/02

ConfirmBothStopsExplicit

"Okay: [route] and [bus
stop]". Is that right?

set flag BusStopType =
Specific

yes

"Okay: [route] and [bus | "stop"

stop]."

set flag BusStopType =
Specific

© 2002 Nuance Communications, Inc.

v1.9

y NSP

L/ AnnounceBus

<TravelerinformationRequest - - - - - - - - ..ot
<traveler-Identity>5147324707</traveler-Identity>
<informationLocation>
<route>
GetRoute <trip-OriginLocation> <address>route 72</address></trip-
Or/gmLocat/on>
<trip-DestinationLocation><address>north bound</address></trip-
Dest/nat/onLocat/on>
<wayPoints/>
GetRoute </route>
</informationLocation>
<req>
<req-item>
<informationRequest-Type>routes</informationRequest-Type>
<informationRequest-Subype>node Status</informationRequest- Subype>
</req-item> .
GetRoute . </req>
"Okay, which route would you </T ravelerinformationRequest>
like? orsay'listall'to hearallthe| —~--------------r-ccermrrmirrriicrr e st
d routes available." b
Re-entry. "Tell me that route ¢
RouteWhatAreMy | "list all" again.."
' gain..
Choices
list choices "[route]" "no"
"[route]"
‘ [ ] ConfirmRouteExplicit
yes . ) 2 no
¢ High confidence? "Okay, [route]. Is that
right?"
Get a list of
bgs stops ves"
using route y
Get a list of
bus stops
GetBusStopHighConf Ldonut using route
now!
"l don't i
"Now, what's the bus | | how" GetBusStopRegion
? . <
stop? If you dor: t kno‘w Play list of regions from GetBusStopLowConf
the name, say "l don't
" ' back-end
know a”d_l I help'}/ou "Okay, now what is the bus stop?
narrow it down. Or, say 'l don't know" and I"ll help
"[region]” you narrow it down.
"[bus stop]"
ConfirmRegion Re-entry: "Tell me that name
again.."
"[Region.] Okay, I'm going to list
some of the bus stops from that "no" "[bus stop]"
region, with their arrival times.
"stop" Say 'stop' at am{' time to go ConfirmBusStop
back.
set flag BusStopType = General Okay, [bu_s StO.P]' Is High
that right? )
confidence?
set flag BusStopType =
NSP Specific
GetRoute "yes"
es
Y y
AnnounceBus ConfirmBothStops
y Implicit

"Okay, stopped.

» Let's start over..."

p. 25
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Announce Bus

AnnounceBus /
AnnounceTrain

Get bus/

train arrival
times /

4

AnnounceBusTimes/
AnnounceTrainTimes

"Ok, let's go "stop"
back..."

"repeat"

;'<TravelerlnformationRequest > 05/14/02
. <traveler-Identity>5147324707</traveler-ldentity>
<informationLocation>
<agency>AC Transit </agency>
<route>72_north</route>
<area>
<location>
<address>San Pablo Ave At University Ave</address>
</location>
</area>
</informationLocation>
<req>
<req-item>
<informationRequest-Type>routes</informationRequest-Type>
<informationRequest-Subype>nodeStatus</informationRequest-Subype>
</req-item>
: </req>
</TravelerinformationRequest>

Prompt for BusStopType = Specific:

"The next [bus/train] will arrive in
[minutes]. After that, the next [bus/

Play appropriate prompt
based on flag
BusStopType

NSP

CreateAgency
Menu

Backend
call
Survey
Check

no

RequestForOperator

"If you'd like to be connected
to the [operator], say
'operator'. Otherwise, hang
on and we'll go back to your
choices, or just hang up if
you're all done."

NSP

PlayMenuOptions

© 2002 Nuance Communications, Inc.

train] will arrive in [minutes]...."
Prompt for BusStopType = General:
For stop [STOP], the next bus will
arrive in [minutes]. For stop [STOP]
.... for approximately 10 stops.
R " Backend to Okay, I'l
operator . transfer you to
retrieve the g "
. the operator...
contact info
TransferToAgency
Operator
<infos1q > T
<NextBusRequest>
<traveler-ldentity> 5147324627 </traveler-ldentity>
<agency-name>AC Transit</agency-name>
</NextBusRequest>
'</info511>

v1.9 p. 26
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Survey

Survey

AskForParticipation "No problem. Back to
. the Main Menu... or -
intro message on "no" just hang up if you're Return to previous
survey finished." state

"Would you like to A

participate?" \/\

"es"
A
StartSurvey

"Ok, thanks. You're
going to be asked
questions, blah blah

blah"
y Note about survey results
AskQuestion , .
The caller's answers will not be
> prompt from confirmed because the confirmation
backend process will make the survey

unpleasant for the caller.

"[response]”

Instead, the confidence of the
response will be stored along with
the response itself, so the accuracy
can be judged appropriately.

More
questions?

Also, caller's responses will be
stored even if they hang up before
finishing the survey.

Send the
survey
result back
to backend

EndSurvey

"That's it. Thanks for your
participation. I'll take you back to
the Main Menu now, or you can
hang up."

<SurveyResults™ . . . . . ... R
v <traveler-ldentity>5147324627</traveler-Identity> X
: <transaction-name>traffic incidents</transaction-
:name>
. <answer-list>

<question-id>1</question-id>
: <caller-answer>very satisfied</caller-
-answer>

© 2002 Nuance Communications, Inc. v1.9 p. 27
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Floodgate Messages

Floodgate

PlayFloodgateMessage

play floodgate message

Go To Next State

Notes on Floodgate Messages

Floodgate messages are temporary, important announcements that can be
played in a variety of places in the application. They are non-recognition states,
so that the caller cannot barge-in. If a floodgate is active for a particular point, the
prompt to be played is retrieved from the back-end. After the prompt is played,
the application continues as normal.

To make the callflows more streamlined, the places floodgate messages can be
used are listed here.

Floodgate Messages can be played right before each of the following places in the
application:

Main Menu

Public Transportation Menu

Traffic Menu

Bicycling

Estimated Driving Time

ParaTransit

Each Airport Submen

Public Transportation Agency Menus

Before a transfer to either of the Rideshare agencies

© 2002 Nuance Communications, Inc. v1.9
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Goodbye

Goodbye

Confidence
high?

A
Goodbye

"l thought | heard you "

yes

"Thanks for calling
511. Goodbye."

@

"Okay, thanks
for calling 511.

say goodbye. Do you
really want to exit the
system?"

"Oh, my mistake.
Let's go back."

Previous Non-
Goodbye State

© 2002 Nuance Communications, Inc. v1.9

Goodbye."

05/14/02
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1 Document Overview

1.1 Revision History

This dialog specification document is produced and controlled by Nuance Communications. All requests
to make changes to this document should be directed to the authors so that changes are made by the
authors through Nuance Communication’s version control procedures.

Current Last Author Notes

Revision Updated

0.1 3/10/02 Cathy Pearl, Nuance First version
Communications

0.2 3/18/02 Cathy Pearl, Sondra Added rest of states
Ahlen

0.3 3/22/02 Cathy Pearl, Sondra Revisions based on internal review
Ahlen

0.4 4/04/02 Cathy Pearl Modified Estimated Driving Time (and

EstimatedInfoCheck) for new strategy
Got rid of ConfirmNBAgency (artifcat)

0.5 5/09/02 Cathy Pearl Made Hotword state behavior consistent
Persona prompts

Modified general error behavior (max
prompt)

Changed Welcome state
Allow county when getting transit agencies

Various edits

0.6 5/15/02 Cathy Pearl Revisions based on MTC comments

0.7 5/16/02 Cathy Pearl Changed commuter benefits to have both
Solano/Napa, and other

0.8 5/24/02 Cathy Pearl A few corrections of grammar names

More dynamic state links

0.9 5/24/02 Cathy Pearl Fixed sample dialog

1.0 6/18/02 Cathy Pearl Changes from DTT

1.1 6/19/01 Cathy Pearl Prompt changes (removed some superfluous
transition words)
DTMF prompts

Added more info regarding some of the
dynamic prompts

1.2 Typographical Conventions

Prompt text in sample dialogs is within quotes and bold (e.g. “How may I help you”).
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Verbal responses from the user are within quotes (e.g. “Yes”).

Sections of dialog (in Sample Dialogs, prompts, etc.) which represent examples of Text-to-Speech (TTS)
output are in square brackets “[ ]”.

The text “<pause>" within the prompt text denotes a pause in the prompt. The duration is typically
between 1 and 2 seconds.

Natural language (NL) slots are bold and between angle brackets (< >) (e.g. <name>). NL slots, which
are determined by the grammar being used, are filled with values based on what the caller has said.
Sometimes the value of a NL slot gets stored in a system variable for later use.

System variables are bold and between square brackets ([ ]) (e.g. [name]). These are variables in the
program that implements this dialog. These variables are different from natural language (NL) slots.

{} is used to indicate a prompt should not be played every time.

1.3 Dialog State Format

A dialog state represents one conversational interchange between the system and user, typically
consisting of a prompt and then the user’s response. Each recognition dialog state contains the following
elements:

Description: Explains of what interaction takes place in the dialog state.

Special Features: Describes relevant special features, such as whether N-best processing is used or the
state is a hotword state, and any Universal behavior (whether there are exceptions, etc.).

Entry and Exit States: Lists (as links) the possible preceding and following dialog states.

Initial Behavior: This section’s transition table shows the decisions and procedure as a caller enters a
state.

Grammar: Defines the grammar for this state, by showing slot names and values. Clicking on the name
will bring you to the corresponding entry in the Grammar & Slot Definition Table. Also shows sample
expressions that fill the NL slots. The ‘Sample Expressions’ lists are not exhaustive.

Action: Action to be taken by the system (typically based on system variable values).

Help and Error Behaviors: If the help behavior for a state differs from the universal behavior, it will be
noted in this section. State-specific help prompts are given in this section. Additionally, if the error
behavior for a state differs from the universal behavior, it will be noted in this section.

2 Application Summary
2.1 Functionality and Features

This system offers the following principle functions:

Traffic reports, based on a location such a highway, city, bridge, or “hot spot”

Estimated Driving Time from point A to point B, along with relevant traffic reports
ParaTransit—transfers callers to the appropriate agency

Public Transportation Agencies—for each public transportation agency, a caller can choose
between various options and either be transferred to an agency, or listen to a recorded message
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e  Carpooling/Vanpooling information—caller will be transferred to the appropriate agency

e Transit incentives information—caller will be transferred to an operator

e Airport Information—caller can get information on parking, ground transportation, or a traffic
report

e Bicycling Information—caller will be transferred to an operator

e Planned Highway Construction—caller will be transferred to an operator

This dialog specification is intended to satisfy the requirements for this application, as identified in the
document, 511 Requirements Specification, prepared by Nuance.

2.1.1 Filler — prefixes, suffixes

Fillers are incorporated in the grammar before (prefix) and after (suffix) the meaningful portion of the
sentence. Examples of fillers are: I want to, [ want, please, uh, and um.

2.1.2 Barge-in

Barge-in is the ability of the system to recognize that a caller is speaking while a prompt is still playing,
and to stop playing the prompt. Barge-in enables faster service for experienced callers who can interrupt
prompts, quickly going through the dialog. Less-experienced callers are still guided by full prompts.

2.1.3 N-best recognition

The N-best list is where the recognizer stores not only the result that has the highest probability but also
N other results in order of decreasing probability. To avoid caller frustration and to get more calls put
through successfully, the application implements a "skip list". Each time a caller makes a selection, that
selection is put on the skip list. If the caller gives a negative confirmation for a selection, the caller is
asked to restate the selection. If the recognition result is the same as before, the application will skip over
it to the next results on the N-best list.

2.1.4 Hotword

States that utilize the Hotword functionality include feed playback and implicit confirmation. In a
Hotword state, the prompt is only cut off if the user says something within grammar. All out of grammar
utterances are ignored and the prompt continues playing as normal.

For example, suppose the user is listening to a traffic report, and says “pizza,” which is clearly out of
grammar. Because this is a Hotword state, nothing happens. In a normal state, the prompt would stop and
the user would hear an error message. Hotword states do not contain error messages, because there will
never be a reject error. If an utterance is out of grammar, it is ignored as if the user never spoke.

2.1.5 Confirmations

Confirmation of information is handled in two different ways: implicit confirmations, and explicit
confirmations.

An implicit confirmation does not require the caller to say anything if the information is correct. If the
information is not correct, the caller can say “stop”, “cancel”, etc. If the caller is silent, the application
will assume the information is correct. Here are two examples, in which the caller is requesting a transit

agency by city:

Caller: “Walnut Creek.”
System: “Walnut Creek.”
Caller: <silent>

7

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.



System: “There’s only one agency for that city: CCT. I’ll take you there now, unless you say
‘stop’ or press 1.”

Caller: “Walnut Creek.”

System: “Boulder Creek.”

Caller: “No!”

System: “Okay, canceled. Let’s try that again... Tell me the name of the starting city..”

An explicit confirmation means that the caller must respond before the system will continue. For
example:

Caller: “Walnut Creek.”

System: “I heard: Walnut Creek. Was that right?”

Caller: “Yes.”

System: “There’s only one agency for that city: CCT. I’ll take you there now, unless you say
‘stop’ or press 1.”

Caller: “Walnut Creek.”

System: “I heard: Boulder Creek. Was that right?”

Caller: “No!”

System: “Let’s try that again. Tell me the name of the starting city.”

2.1.6 Randomization of prompts

Certain prompts that are heard over and over again have variations that are played randomly. For
example, the confirmation “okay” might be randomly varied with “sure” and “got it”. This makes the
system more conversational and natural.

2.2 Users

Users of this system will be diverse. Some will have been regular users of the old 817-1717 touchtone
service; some may have never called the system at all. Some of the users have tried other speech
applications, whereas for others this may be their first exposure.

It is assumed that some users will become experts, who call the system regularly.

2.3 Persona

The system’s persona is described fully in the Persona Requirements document. The persona will be that
of “Cal North,” a retired CHP officer.

3 Dialog Flow

3.1 General Description

The general dialog flow will be as follows: as soon as the user has accessed the system, the application
will play a greeting. At this point, the user will be at the Main Menu, and can go to the Traffic Menu,
Public Transportation Menu, Carpooling/Vanpooling, or Bicycling information. From each submenu, the
user can access different areas of the system. In many cases, users will be transferred out of the system
to an agency operator.

3.2 Sample Dialogs

The following are sample dialogs between the system and users.

8
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3.2.1 Caller asks for What Are My Choices

From the Main Menu, the callers asks for “What are my choices?”

System:

User:
System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”

“What can I do?”

“Here’s a list of everything you can do with the 511 system. If you hear what you’d like,
feel free to interrupt me. You can ask for information on public transportation, traffic,
bicycling, carpooling, or vanpooling. You can also ask for information on airports. If
you want to hear about Spare the Air Day, say ‘Spare the air’. You can also go directly
to any of the following: ParaTransit, Public Transit Agencies, Traffic Reports,
Estimated Driving Time, or AC Transit. To hear these again, say ‘repeat’. Which
would you like?”

“Public Transportation.”

“Okay, public transportation.”

3.2.2 Caller hears a traffic incident for San Antonio Road

The caller asks for the Traffic Menu, then asks for Traffic Reports. For location, the caller chooses San
Antonio Road. The traffic report will play back directional information as well.

System:

User:
System:

User:
System:

User:
System:
User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”
“Information on driving.”

“Okay, traffic. You can ask for traffic reports, estimated driving time, planned highway
construction, or airport information. Which would you like?”

“Traffic reports.”

“Now tell me the name of a highway, bridge, or city—or tell me the name of a ‘hot spot’,
like the MacArthur Maze. <pause 3 seconds> For a complete list of what you can ask
for, say ‘list everything’. ”

“San Antonio Road.”

“San Antonio Road.”

<silent>

“We have three incidents. You can say ‘stop’ at any time. The left lane is blocked....”

3.2.3 Caller goes to Livermore Wheels, requests Lost and Found

The caller asks for the Public Transportation Menu, then asks for transit agencies. The transit agency
requested is Livermore Wheels, and the option is Lost & Found, which leads to an operator.

System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”

“I’d like public transportation.”

“Okay, public transportation. I can give you information on public transportation
agencies, transit incentives, airports, and ParaTransit. Which would you like?”

9
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User:
System:
User:
System:
User:
System:

User:
System:

“Umm transit agencies.”

“Tell me the name of the transit agency, or, if you’re not sure, say ‘I don’t know’.”
“Livermore Wheels.”

“All right, Livermore Wheels.”

<silent>

“You can get information on schedules & fares, lost and found, bicycles, or directions.
Which would you like?”

“Lost and found.”

“Okay, transferring you to the lost and found operator. If you don’t want to be

transferred, say ‘stop’.”

3.2.4 Caller requests traffic info for Highway 101, system needs more detalil

The caller asks for the Traffic Menu, then asks for Traffic Reports. For location, the caller says Highway
101. There are too many incidents, so the caller is asked to narrow

System:

User:
System:

User:
System:

User:
System:
System:
Users:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”
“Driving.”

“Okay, traffic. You can ask for traffic reports, estimated driving time, planned highway
construction, or airport information. Which would you like?”

“Traffic reports.”

“Now tell me the name of a highway, bridge, or city—or tell me the name of a ‘hot spot’,
like the MacArthur Maze. <pause 3 seconds> For a complete list of what you can ask
for, say ‘list everything’. ”

“Highway 101.”

“Highway 101.”

“Okay, and for which city?”

“Menlo Park..”

“Menlo Park. We have five incidents. You can say ‘stop’ at any time. There is a brush
fire on the left hand side of the road...”

3.2.5 Caller requests traffic info then asks to hear list of cities

The caller asks for the Traffic Menu, then asks for Traffic Reports. For location, the caller says “list all.”

System:

User:
System:

User:
System:
User:

System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”
“Driving.”
“Okay, traffic. You can ask for traffic reports, estimated driving time, planned highway
construction, or airport information. Which would you like?”
“Traffic reports.”
“Now tell me the name of a highway, bridge, or city—or tell me the name of a ‘hot spot’,
like the MacArthur Maze. <pause 3 seconds> For a complete list of what you can ask
for, say ‘list everything’. ”
“List all.”
“Sure...I can give you a list of highways, cities, bridges, or hot spots. Which one would
you like?”
“I’d like a list of cities.”
“First I’ll need to narrow down the list. Say one of the following regions: San
Francisco, the Peninsula, East Bay, South Bay, or the North Bay.”

10

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.



User:
System:

User:
System:

“East Bay.”

“Here’s your list of cities: You can interrupt me at any time by saying the one you want,
or say ‘stop’. Alameda, Alamo, Albany, Antioch, Benicia, Berkeley, Bethel Island,
Brentwood, Byron, Canyon, Castro Valley, Clayton, Concord, Crockett...”

“Albany.”

“Albany. We have three incidents. ...”

3.2.6 Caller gets an estimated driving time from Walnut Creek to San Francisco

The caller asks for estimated driving time from the main menu, and chooses “Walnut Creek” as the
starting point, and “San Francisco” as the ending point. The starting point was recognized with high
confidence.

System:

User:
System:

User:
System:
User:
System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”

“I’d like a driving time estimate.”

“Okay, Estimated Driving Time. First, let’s get the starting point. Tell me the name of
the city or hot spot, like the MacArthur Maze. To hear a list of everything you can say,
say ‘list everything’.*

“Walnut Creek.”

“Okay, now for the ending point. Tell me the name of the city or ‘hot spot’. «

“San Francisco.”

“Your starting point is: Walnut Creek, Your ending point is: San Francisco. Was that
right?”

“Yes.”

“There are 2 possible routes. Highway 24 will take about 1 hour, 3 minutes, and taking
Highway 880 will take about 55 minutes. Now I’ll tell you the traffic incidents for these
routes. Say ‘next route’ to skip to the next one, or say ‘stop’ if you’re through listening”

3.2.7 Caller wants a ParaTransit agency, but is not sure what the name is

The caller asks for public transportation from the Main Menu, then ParaTransit. When asked which
agency, the caller isn’t sure, so says the name of the city instead.

System:

User:
System:

User:
System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”
“Public transportation.”

“Okay, public transportation. I can give you information on public transportation
agencies, transit incentives, airports, and ParaTransit. Which would you like?”

“I want ParaTransit.”

“Now tell me the name of the agency you want, or, if you’re not sure, just give me the
name of the city.”

“Umm, it’s for Hayward.”

“The ParaTransit agency for Hayward is Hayward Wheels. I’ll go ahead and transfer
you now, unless you say ‘stop’ or press 1.”

3.2.8 Caller tries to get info for an estimated driving time, but errors out

Caller asks for estimated driving time from the main menu, enters a starting location fine, but then errors
out on the ending location when requesting a hot spot that isn’t in the grammar, and is taken back to the
Traffic Menu.

1"
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System:

User:
System:

User:
System:
User:
System:
User:
System:
User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation. [Landmark]
Main Menu. I can give you information on public transportation, traffic, bicycling,
carpooling or vanpooling. <slight pause> Which would you like? <3 second pause> To
hear a complete list of what’s available, say ‘What are my choices?’. You can also say
‘help’ at any time, or press 0 for touch-tone options. Now, what can I get you?”

“I’d like a driving time estimate.”

“Okay, Estimated Driving Time. First, let’s get the starting point. Tell me the name of
the city or hot spot, like the MacArthur Maze. To hear a list of everything you can say,
say ‘list everything’.*

“Pac Bell Park.”

“Okay, now for the ending point. Tell me the name of the city or ‘hot spot’. «

“The windmills.”

“Sorry?”

“Those windmills by um the pass..”

“I missed that. You can say a city or ‘hot spot’ Say ‘help’ or press 0 for more info. ”
“The turbines.”

“I still didn’t get that. Let’s back up. [Landmark] You can ask for traffic reports,
estimated driving time, planned highway construction, or airport information. Which
would you like?”

3.2.9 Caller is looking for vanpool information for San Francisco

From the Main Menu, the caller asks for “vanpooling”.

System:
User:
System:
User:
System:

User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation.”
“Vanpooling.”

(134

“Everywhere else.”

“Now, stay on the line while I transfer you to the Rideshare operator, or say ‘stop’ or
press 1 if you don’t want this transfer.”

<silent>

Transfers call.

3.2.10 Caller wants parking and traffic reports for San Jose Airport

From the Main Menu, the caller asks for “airports”.

System:
User:
System:

User:

“Welcome to 511, the Bay Area’s source for traffic and transportation.”

“Airports.”

“You can ask for information on San Francisco, San Jose, Sacramento, or Oakland
International airport . Which would you like?”

“San Jose, please.”

A floodgate message is available for SJC airport.

System:

System:

User:

“Special notice: Due to high security measures instituted for your safety and the safety
of others, San Jose Airport requests that you arrive well in advance of scheduled flight
times.”

“I can give you information on traffic incidents, parking, or ground transportation.
Which would you like?

“Parking.”

Back-end returns a prompt file.

System:
System:

“Okay. To interrupt the following message on airport parking, just say ‘stop’.
System plays pre-recorded message about parking at San Jose International airport.
12
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System:

User:

System:

User:

System:
System:

“To hear that again, say ‘repeat.” Now, I can get you more airport information, or take
you back to the Main Menu. If you’re all finished, you can just hang up. ”

“More information”

“I can give you information on traffic incidents, parking, or ground transportation.
Which would you like?

“Traffic.”

“Sure. Traffic incidents.”

“We have one incident. You can say ‘stop’ at any time.”

3.2.11 Caller gets information on transit incentives.

From the Main Menu, the callers asks for “public transportation”.

System:

User:

System:

User:

System:

User:

System:

“Welcome to 511, the Bay Area’s source for traffic and transportation.”

“Public transportation.”

“I can give you information on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?”

“Um, transit incentives.”

“. I can transfer you to an operator if you'd like to know more. To get information
about Commuter Incentives, including the Commuter Tax Benefit program, say
'Commuter Incentives'. If you want information specifically for Solano or Napa
counties, please say 'Solano' or 'Napa'. To start over, just say 'Main Menu'.

“Main Menu.”

“|Landmark] Main Menu. I can get you information on public transportation, traffic,
bicycling, carpooling or vanpooling. <3 second pause> You can also say ‘What are my
choices?’. If you’re finished, say ‘goodbye.””

3.2.12 Caller asks for a specific agency name too early, errors back to Main and tries again

From the Main Menu, the callers asks for “public transportation”.

System:

User:

System:

User:

System:

User:

System:

User:

System:

User:

System:

User:

System:

User:

System:

“Welcome to 511, the Bay Area’s source for traffic and transportation.”

“Public transportation.”

“I can give you information on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?”

“I need AC Transit please.”

“Sorry?”

“A C Transit.”

“I didn’t catch that. You can choose public transit agencies, transit incentives, airports,
or ParaTransit. Say ‘help’ or press 0 for more information.”

“Help.”

“Sure, here’s some help. Remember, to start over, you can say ‘Main Menu’ at any time.
Right now, you can ask for any of the following four choices: transit agencies (like AC
Transit or BART), airports, transit incentives, or ParaTransit agencies. ParaTransit
includes agencies serving disabled commuters. Transit incentives include pre-tax
benefits. Which would you like?”

“Public transportation agencies.”

“Tell me the name of the transit agency, or, if you’re not sure, say ‘I don’t know’.”
“It’s AC Transit.”

“All right, AC Transit.”

“Good.” [Good is not one of the hotwords (e.g. ‘stop’), the system successfully continues]
[System plays the AC Transit agency menu]
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3.2.13 Caller asks for when the next 72L bus will arrive, needs to add the direction, gets information
on that route and related routes

From the Main Menu, the callers asks for “public transportation”.

System:
User:
System:

User:
System:
User:
System:
User:
System:
User:
System:
User:
System:
User:
System:

“Welcome to 511, the Bay Area’s source for traffic and transportation.”
“Public transportation.”
“I can give you information on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?”
“Public transportation agencies.”
“Tell me the name of the transit agency, or, if you’re not sure, say ‘I don’t know’.”
“I want AC Transit.”
“All right, AC Transit.”
[user says nothing, the system continues]
[System plays the AC Transit agency menu, including the ‘next bus’ option]
“I need the next bus.”
“Okay, which route would you like? To hear all available routes say ‘list all’.”
“The seventy-two L.”
“What was that?”
“The seventy-two L.”
“I missed that. Please say the full name of the bus route you want information for, such
as 72 Northbound or 72L Soutbound.”

User: “The seventy-two L Southbound.”
[recognition confidence is high, explicit confirmation is unnecessary]

System:

User:
System:
User:
System:

“Now, what’s the bus stop? If you’re not sure, say ‘I don’t know’ and I’ll help you
narrow it down.”

“San Pablo and McBryde.”

“Okay: 72L and San Pablo and McBryde. Was that right?”

“Yep.”

“You can say ‘stop’ or ‘repeat’ at any time. The next bus will arrive...”

3.3 Universal Behaviors

Certain capabilities and behavior are available in all dialog states, unless otherwise specified. These are
called “Universals”.

3.3.1  Universal Actions

In most recognition states, the ‘Universal Actions’ grammar will be active. This grammar is typically
used to allow callers to ask for help, repeat prompts, or go back to the Main Menu. Examples of
expressions and corresponding action NL slot fill values are shown in the table below. Any exceptions to
Universal behaviors are noted in the ‘Special Features’ section of the state description.

NL Slots Values Sample Expressions
<action> Help “I need help please”
“help”
Repeat "repeat”
Main Menu “main menu”
Goodbye “goodbye”
“exit”
Cancel “stop”
“cancel”
14
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Go back “g0 back”

Each value for the vertical <action> NL slot will correspond to a specific action as outlined below.
These are the default behaviors, and some states may override the behavior. Any states that differ from
this default behavior will note the new behavior in the Action section.

Condition Action Goto
<action repeat> Replay the last relevant prompt played Continue with rec
<action help> Play the state-specific help prompt Continue with rec
<action main menu> -- 5.2 MainMenu
<action goodbye> -- 5.93 Goodbye
<action cancel> Canceled.wav Okay, canceled. Go back one state
<action go_back> -- Go back one state

3.3.2 Universal Error Handling

Both help requests and recognition errors are handled in an "escalating" manner. Each time a recognition
error occurs or each time a caller asks for help, the system gives the caller more detailed instructions on
what can be said in that state

The system counts the number of recognition errors and if this number exceeds a maximum count of (3-
5), then the caller is usually taken to a previous state in the application. At the Main Menu, the system
will eventually hang up on the caller after the Main Menu state itself has had a maximum number of
errors (six).

Errors are handled in a uniform manner, but differ depending on the number of times the error has
occurred within a particular dialog state.

NSP (No Speech timeout) should be set to 5 seconds, unless otherwise indicated.

On the first error, only a short error prompt is played, as defined below. This error message is
randomized.

On the second (or more) error, the appropriate Universal error prompt is played, followed by the state-
specific error prompt as described in the dialog state.

On the maximum error (which might be different in different states, but will be at least the third error),
the appropriate Universal prompt is played, followed by the state-specific error prompt as described in
the dialog state.

Error Type Prompt Text Note
FIRST ERROR: Randomize: NO state-specific error
Input Rejected (REJ) UE_Errorl_a.wav Sorry? prompt is played

Too Much Speech (TMS) UE_Errorl_b.wav What was that?
Recognition Too Slow
(RTS)

Speech Too Early (STE)

No Speech Time Out
(NSP)
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3.3.21

SECOND OR LATER Randomize: Then play state-specific
ERROR: UE_Rej 2a.wav I missed that. error, as described in dialog

Input Rejected (REJ) UE_Rej 2b.wav  1didn’t catch that. | St
Too Much Speech (TMS)

Recognition Too Slow
(RTS)

Speech Too Early (STE)

No Speech Time Out
(NSP)

MAX ERROR: UE_Rej_Max.wav I still didn’t get Then play state-specific
Input Rejected (REJ) that. error, as described in dialog

state.
Too Much Speech (TMS)

Recognition Too Slow
(RTS)

Speech Too Early (STE)

No Speech Time Out
(NSP)

DTMF error prompts: UE_DTMF.wavThat’s not a touch-tone | NO state-specific error
Any time user presses I recognize. Press 0 to hear a list of prompt is played.
invalid DTMF key. available touch-tone commands.

Sample Interaction

System: “I can give you information on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?”

User: “Umm [ think I want to get information about where I can talk to a public transportation
operator...”

System: “Sorry?”

User: “I mean I want to talk to someone about bus tickets.”

System: “I missed that. You can choose public transit agencies, transit incentives, airports, or
ParaTransit. Say ‘help’ or press 0 for more information.”

Caller: “Oh, public transportation agencies.”

System: “Tell me the name of the transit agency, or, if you’re not sure, say ‘I don’t know’.

3.3.3 General System Errors

In the case where there is an unexpected system error, one of the following error prompts should be
played, as appropriate:

SystemError_HangUp.wavSorry, but the system is having some technical difficulties. Please try
calling again later. Thank you. Goodbye.

SystemError_MainMenu.wav Sorry, but the system seems to be having some problems. Let’s go
back to the Main Menu.

SystemError_General.wav Sorry, but the system seems to be having some problems. Let’s back
up.
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4 Callflow

Callflows are captured in a separate document.

5 Dialog States

This section provides details of the system behavior in each dialog state.

|Welcome and Menu States\

5.1 Welcome

5.1.1 Description
This state is called when the user first dials into the system. It plays a short welcome prompt.
If there is a floodgate to be played before the Main Menu, the Welcome state should have barged-in

turned off. If there is no floodgate, barge-in should be turned on, and the same grammars/prompts/etc.
used in the Main Menu state should be used.

5.1.2 Special Features
Set NSP to 1 second.

Universal Actions are active in this state.

5.1.3 Entry and Exit States

Entry States Exit States

Start of call 5.2 MainMenu

5.6 TrafficMenu

5.5 PublicTransportationMenu
5.63 BicyclingMain

5.66 GetAirport

5.58 RideshareMain

5.46 CreateAgencyMenu (non-rec)
5.38 GetTransitAgency

5.54 GetParaTransitAgency
5.7 GetLocation

5.19 GetStartingPoint

5.3 WhatAreMyChoices

5.4 SpareTheAir

Hang up
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5.1.4 Initial Behavior

Welcome_init.wav Welcome to 511, the Bay Area’s
source for traffic and transportation.

Condition Action Goto
No floodgate Enable barge-in Continue with
message rec in this state

Floodgate message

Disable barge-in
Set ep.PrepareForBargeln=FALSE

Welcome_init.wav Welcome to 511, the Bay Area’s
source for traffic and transportation.

Play floodgate

Set ep.PrepareForBaregin=TRUE

5.2 MainMenu

5.1.5 Grammar: Welcome

NL Slot

Values

<action>

traffic_menu, publictrans menu, rideshare, bicycling, spare the air,
airport, paratransit, transit_agencies, ac_transit, traffic, estimated driving,
what are my choices, yes, none

Sample Expressions

Slots Filled

What are my choices?

<action what are my choices>

Information on driving

<action driving>

Public transportation, please

<action publictrans_menu>

Get me information on carpooling and vanpooling

<action rideshare>

Spare the Air day <action spare the air>
5.1.6 Action
Slots Condition Action Goto
-- NSP -- 5.2 MainMenu

<action cancel>

MainMenu_cancel.wav Okay,
canceled. [Landmark] Main Menu.
What would you like to do?

Continue with rec in
this state

<action
traffic menu>

Randomize:

MainMenu_actionla.wav  Okay,
traffic.
MainMenu_actionlb.wav  Sure,
traffic.
MainMenu_actionlc.wav  Okay,
traffic information.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’

5.6 TrafficMenu
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<action

public_transportation
>

Randomize:

MainMenu_action2a.wav  Okay,
public transportation.
MainMenu_action2b.wav  Sure,
public transportation.
MainMenu_action2c.wav  Public
transportation.

Concat with:
{play 1 out of 4 times}

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’

5.5
PublicTransportatio
nMenu

<action rideshare>

Randomize:

MainMenu_action3a.wav  Sure,
carpooling and vanpooling.
MainMenu_action3b.wav
Carpooling and vanpooling.
MainMenu_action3c.wav  Okay,
carpooling and vanpooling.
Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’

5.58 RideshareMain

<action bicycling>

Randomize:

MainMenu_actionda.wav  Bicycling.
MainMenu_action4b.wav  Okay,
bicycling.

MainMenu_action4c.wav  Sure,
bicycling.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’

5.63 BicyclingMain

<action airport>

Randomize:

MainMenu_actionSa.wav  Airports.
MainMenu_actionSh.wav  Okay,

airports.

MainMenu_action5c.wav  Sure,

airports.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’

5.66 GetAirport
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<action paratransit>

Randomize:

MainMenu_action6a.wav
ParaTransit.
MainMenu_action6b.wav
ParaTransit.
MainMenu_action6c.wav
ParaTransit.
Concat with:

{play 1 out of 4 times}

Sure,

Okay,

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main

Menu.’

5.54
GetParaTransitAgen
cy

<action
transit_agencies>

Randomize

MainMenu_action7a.wav
transit agencies.
MainMenu_action7b.wav
transit agencies.
MainMenu_action7c.wav
agencies.

Concat with:

{play 1 out of 4 times}

Sure,
Okay,

Transit

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main

Menu.’

5.38
GetTransitAgency

<action ac_transit>

Randomize:

MainMenu_action8a.wav
Transit.
MainMenu_action8b.wav
Transit.
MainMenu_action8c.wav
Transit.

Concat with:

{play 1 out of 4 times}

AC
Sure, AC

Okay, AC

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main

Menu.’

Set AGENCY=AC TRANSIT

5.46
CreateAgencyMenu
(non-rec)

<action traffic>

Randomize:

MainMenu_action9a.wav
reports.
MainMenu_action9b.wav
traffic reports.
MainMenu_action9c.wav
traffic reports.
Concat with:

{play 1 out of 4 times}

Traffic
Okay,

Sure,

MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main

Menu.’

5.7 GetLocation
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<action -- Randomize: 5.19
estimated_driving> MainMenu actionl0a.wav GetStartingPoint
Estimated driving time.
MainMenu_action10b.wav Sure,
estimated driving time.
MainMenu_action10c.wav Okay,
Estimated Driving Time.
Concat with:
{play 1 out of 4 times}
MainMenu_tip.wav By the way, to
start over at any time, just say ‘Main
Menu.’
<action -- -- 53
what_are_my choice WhatAreMyChoices
s>
<action -- -- 5.4 SpareTheAir
spare_the air>
<action yes> -- MainMenu_actionyes.wav Which Continue with rec in
would you like? To hear a complete this state
list of what’s available, say ‘What are
my choices?’
<action none> -- MainMenu_actionnone.wav If you’d Continue with rec in
like to hear a complete list of what’s this state
available, say ‘What are my choices?’
5.1.7 Error Behavior
Condition Action Goto
n=1 MainMenu_errl.wav  [COACHING note: downplay Continue with
“Sorry”]Sorry, I didn’t catch that. You can ask me for rec in this state.
information on public transportation, traffic, bicycling,
carpooling, or vanpooling. Which would you like?
n=2; Concatenate: Continue with
ERR =REJECT Universal Error Prompt for n=2. rec in this state

MainMenu_err2.wav  <brief pause> To hear a complete
list of what’s available, say ‘What are my choices?’ <3
second pause> You can press ) at any time to hear a list of
touch-tone commands. What would you like?

n=2; Concatenate: Continue with
ERR=NSP Universal Error Prompt for n=2. rec in this state

MainMenu_err2a.wav To hear a complete list of what’s
available, say ‘What are my choices?’ You can press 0 at
any time to hear a list of touch-tone commands. What
would you like?
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n=3-5

Concatenate:
Universal Error Prompt for n=2.

MainMenu_err3a.wav To hear a complete list of what’s
available, say ‘What are my choices?’, or for more
information, say ‘help’. You can also press 0 at any time
to hear a list of touch-tone commands. What would you
like?

Continue with
rec in this state

5.1.8 Help Behavior

n=6 (max) Concatenate: Hang up
Universal Error Prompt for n=max.
MainMenu_maxerr.wavl’m afraid I’m having some
difficulty with your request. Please try again later.
Thanks, and goodbye.
Condition Action Goto

MainMenu_help.wav  Okay, here’s some help for you.
Here at the Main Menu, you can say things like ‘traffic
information,” ‘public transportation information’, or
‘carpooling’. For a complete list of what’s available, say
‘What are my choices?’ Press 0 to get a list of touch-tone
commands at any time during your call. And remember,
you can say ‘help’ or ‘repeat’ at any time. What would
you like?

Continue with
rec in this state.
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5.2 MainMenu

5.2.1 Description

This is the Main Menu. A caller will hear this after the Welcome prompt (and any possible Floodgate
messages). A caller will also return to this state after completing a transaction, or after saying “Main
Menu” from anywhere in the application.

From the Main Menu, the caller is offered several main options: Driving, Public Transportation,
Carpooling or Vanpooling, or Bicycling. A caller can also hear all options by asking “What are my
choices?”

Shortcuts are also available from the Main Menu, but not necessarily mentioned in the prompts. These
include: going directly to the AC Transit menu, going to Airports, going directly to ParaTransit or the
Public Transportation Menu, going directly to Traffic Incidents, or going directly to Estimated Driving
Time.

The caller can also say “Spare the air” from the Main Menu. When a Floodgate message is active for

Spare the Air, this will transfer to an operator. When an operator is not available, the caller will be
transferred to a recorded message.

5.2.2 Special Features

Universal Actions are active in this state.

5.2.3 Entry and Exit States

Entry States Exit States
5.1 Welcome 5.6 TrafficMenu
5.3 WhatAreMyChoices 5.5 PublicTransportationMenu
5.5 PublicTransportationMenu 5.63 BicyclingMain
5.6 TrafficMenu 5.66 GetAirport
5.18 PostPlayTrafficIncidents 5.58 RideshareMain

5.46 CreateAgencyMenu (non-rec)
5.38 GetTransitAgency

5.54 GetParaTransitAgency

5.7 GetLocation

5.19 GetStartingPoint

5.3 WhatAreMyChoices

5.4 SpareTheAir

Hang up

5.2.4 Initial Behavior

| Condition Action Goto
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First entry

MainMenu_init.wav [Landmark] Main Menu. I can
give you information on public transportation, traffic,
bicycling, carpooling or vanpooling. <slight pause>
Which would you like? <3 second pause> To hear a
complete list of what’s available, say ‘What are my
choices?’. You can also say ‘help’ at any time, or press 0
for touch-tone options. Now, what can I get you?

Continue with
rec in this state

All re-entries

MainMenu_initl.wav  [Landmark] Main Menu. I can
get you information on public transportation, traffic,
bicycling, carpooling or vanpooling. <3 second pause>
You can also say ‘What are my choices?’. If you’re
finished, say ‘goodbye.’

Continue with
rec in this state

5.2.5 Grammar: MainMenu

NL Slot

Values

<action>

what_are_my_choices, yes, none

traffic_menu, publictrans menu, rideshare, bicycling, spare the air,
airport, paratransit, transit_agencies, ac_transit, traffic, estimated driving,

Sample Expressions

Slots Filled

What are my choices?

<action what are my choices>

Information on driving

<action driving>

Public transportation, please

<action publictrans_menu>

Get me information on carpooling and vanpooling

<action rideshare>

Spare the Air day

<action spare_the air>

5.2.6 Action

Slots

Condition Action

Goto

<action cancel>

-- MainMenu_cancel.wav Okay, canceled.
[Landmark] Main Menu. Now, what
would you like?

Continue with
rec in this state

<action traffic menu>

-- Randomize:
MainMenu_actionla.wav  Okay,
traffic.

MainMenu_actionlb.wav  Sure,
traffic.

MainMenu_actionlc.wav  Okay,
traffic information.
Concat with:

{play 1 out of 4 times}
MainMenu_tip.wav By the way, to start

over at any time, just say ‘Main Menu.’

5.6 TrafficMenu
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<action
public_transportation>

Randomize:

MainMenu_action2a.wav  Okay,
public transportation.
MainMenu_action2b.wav  Sure, public
transportation.
MainMenu_action2c.wav  Public
transportation.

Concat with:
{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.5
PublicTransporta
tionMenu

<action rideshare>

Randomize:

MainMenu_action3a.wav  Sure,
carpooling and vanpooling.
MainMenu_action3b.wav  Carpooling
and vanpooling.
MainMenu_action3c.wav  Okay,
carpooling and vanpooling.
Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.58
RideshareMain

<action bicycling>

Randomize:

MainMenu_action4a.wav  Bicycling.
MainMenu_action4b.wav  Okay,
bicycling.

MainMenu_actiond4c.wav  Sure,
bicycling.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.63
BicyclingMain

<action airport>

Randomize:

MainMenu_actionSa.wav  Airports.
MainMenu_actionSb.wav  Okay,

airports.

MainMenu_actionSc.wav  Sure,

airports.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.66 GetAirport

25

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




<action paratransit>

Randomize:

MainMenu_action6a.wav  Sure,

ParaTransit.

MainMenu_action6b.wav  Okay,

ParaTransit.

MainMenu_action6c.wav
ParaTransit.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.54
GetParaTransitA

gency

<action
transit_agencies>

Randomize

MainMenu_action7a.wav  Sure,
transit agencies.
MainMenu_action7b.wav  Okay,
transit agencies.
MainMenu_action7c.wav ~ Transit
agencies.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.38
GetTransitAgenc

y

<action ac_transit>

Randomize:

MainMenu_action8a.wav  AC Transit.
MainMenu_action8b.wav  Sure, AC
Transit.

MainMenu_action8c.wav  Okay, AC
Transit.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’
Set AGENCY=AC TRANSIT

5.46
CreateAgencyM
enu (non-rec)

<action traffic>

Randomize:

MainMenu_action9a.wav  Traffic
reports.

MainMenu_action9b.wav  Okay,
traffic reports.

MainMenu_action9c.wav  Sure, traffic
reports.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.7 GetLocation
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<action -- Randomize: 5.19
estimated_driving> MainMenu_actionl10a.wav Estimated GetStartingPoint
driving time.
MainMenu_action10b.wav Sure,
estimated driving time.
MainMenu_action10c.wav Okay,
Estimated Driving Time.
Concat with:
{play 1 out of 4 times}
MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’
<action -- -- 53
what _are_my choices WhatAreMyChoi
> ces
<action -- -- 5.4 SpareTheAir

spare_the air>

<action yes>

-- MainMenu_actionyes.wav  Which
would you like? To hear a complete list
of what’s available, say ‘What are my
choices?’

Continue with
rec in this state

<action none>

-- MainMenu_actionnone.wav If you’d
like to hear a complete list of what’s
available, say ‘What are my choices?’

Continue with
rec in this state

5.2.7 Error Behavior

Condition Action Goto
n=1 MainMenu_errl.wav  [COACHING note: downplay Continue with
“Sorry”]Sorry, I didn’t catch that. You can ask me for rec in this state.
information on public transportation, traffic, bicycling,
carpooling, or vanpooling. Which would you like?
n=2; Concatenate: Continue with
ERR =REJECT Universal Error Prompt for n=2. rec in this state
MainMenu_err2.wav  <brief pause> To hear a complete
list of what’s available, say ‘What are my choices?’ <3
second pause> You can press ) at any time to hear a list of
touch-tone commands. What would you like?
n=2; Concatenate: Continue with
ERR=NSP Universal Error Prompt for n=2. rec in this state

MainMenu_err2a.wav To hear a complete list of what’s
available, say ‘What are my choices?” You can press 0 at
any time to hear a list of touch-tone commands. What
would you like?
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n=3-5

Concatenate:
Universal Error Prompt for n=2.

MainMenu_err3a.wav To hear a complete list of what’s
available, say ‘What are my choices?’, or for more
information, say ‘help’. You can also press 0 at any time
to hear a list of touch-tone commands. What would you
like?

Continue with
rec in this state

n=6 (max)

Concatenate:
Universal Error Prompt for n=max.

MainMenu_maxerr.wavl’m afraid I’m having some
difficulty with your request. Please try again later.
Thanks, and goodbye.

Hang up

5.2.8 Help Behavior

Condition

Action

Goto

MainMenu_help.wav  Okay, here’s some help for you.
Here at the Main Menu, you can say things like ‘traffic
information’, ‘public transportation information’, or
‘carpooling’. For a complete list is what’s available, say
‘What are my choices?’. Press 0 to get a list of touch-tone
commands at any time during your call. And remember,
you can say ‘help’ or ‘repeat’ at any time. What would
you like?

Continue with
rec in this state

28

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




5.3 WhatAreMyChoices

5.3.1 Description

This state is reached from the Main Menu when the caller requests “What are my choices?” It plays a list
of all of the possible things the caller can do from the Main Menu. This is in addition to the standard
‘help’ prompt, which is much shorter. This list is lengthy, and assumes callers will barge-in when they
hear the option they want.

The grammars and actions are nearly identical to the Main Menu state.

5.3.2 Special Features

Universal Actions are active in this state.

5.3.3 Entry and Exit States

Entry States Exit States
5.2 MainMenu 5.6 TrafficMenu
5.3 WhatAreMyChoices 5.5 PublicTransportationMenu
5.1 Welcome 5.63 BicyclingMain

5.66 GetAirport

5.58 RideshareMain

5.46 CreateAgencyMenu (non-rec)
5.38 GetTransitAgency

5.54 GetParaTransitAgency

5.7 GetLocation

5.19 GetStartingPoint

5.3 WhatAreMyChoices

5.4 SpareTheAir

5.2 MainMenu

5.3.4 Initial Behavior

Condition Action Goto

-- WhatAreMyChoices_init.wav  Here’s a list of Continue with
everything you can do with the 511 system. If you hear rec in this state
what you’d like, feel free to interrupt me. You can ask
for information on public transportation, traffic,
bicycling, carpooling, or vanpooling. You can also ask
for information on airports. If you want to hear about
Spare the Air Day, say ‘Spare the air’. You can also go
directly to any of the following: ParaTransit, Public
Transit Agencies, Traffic Reports, Estimated Driving
Time, or AC Transit. To hear these again, say ‘repeat’.
Which would you like?
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5.3.5 Grammar: WhatAreMyChoices

NL Slot

Values

<action>

traffic_menu, publictrans_menu, rideshare, bicycling, spare_the _air,
airport, paratransit, transit_agencies, ac_transit, traffic, estimated driving,
what_are_my_choices

Sample Expressions

Slots Filled

What are my choices?

<action what_are_my_choices>

Information on driving

<action driving>

Public transportation, please

<action publictrans_menu>

Get me information on carpooling and vanpooling

<action rideshare>

Spare the Air day

<action spare_the air>

5.3.6 Action

Slots

Condition

Action

Goto

<action traffic_ menu>

Randomize:

MainMenu_actionla.wav
traffic.
MainMenu_actionlb.wav
MainMenu_actionlc.wav
information.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.6 TrafficMenu
Okay,

Sure, traffic.
Okay, traffic

<action
public_transportation>

Randomize:

MainMenu_action2a.wav
transportation.
MainMenu_action2b.wav
transportation.
MainMenu_action2c.wav
transportation.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.5
PublicTransport

Okay, public ’
¥-P ationMenu

Sure, public

Public
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<action rideshare>

Randomize:

MainMenu_action3a.wav  Sure,
carpooling and vanpooling.
MainMenu_action3b.wav  Carpooling
and vanpooling.
MainMenu_action3c.wav  Okay,
carpooling and vanpooling.
Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.58
RideshareMain

<action bicycling>

Randomize:

MainMenu_action4a.wav  Bicycling.
MainMenu_action4b.wav  Okay,
bicycling.

MainMenu_action4c.wav  Sure,
bicycling.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.63
BicyclingMain

<action airport>

Randomize:

MainMenu_actionSa.wav  Airports.
MainMenu_actionSb.wav  Okay,

airports.

MainMenu_actionSc.wav  Sure,

airports.

Concat with:

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.66 GetAirport

<action paratransit>

Randomize:

MainMenu_action6a.wav  Sure,
ParaTransit.
MainMenu_action6b.wav  Okay,
ParaTransit.

MainMenu_action6c.wav ~ ParaTransit.

Concat with:
{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.54
GetParaTransit
Agency
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MainMenu_action8b.wav  Sure, AC
Transit.
MainMenu_action8c.wav  Okay, AC
Transit.

Concat with:
{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’
Set AGENCY=AC TRANSIT

<action - Randomize 5.38
transit_agencies> MainMenu_action7a.wav  Sure, transit GetTransitAgen
agencies. cy
MainMenu_action7b.wav  OKkay, transit
agencies.
MainMenu_action7c.wav  Transit
agencies.
Concat with:
{play 1 out of 4 times}
MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’
<action ac_transit> -- Randomize: 5.46
MainMenu_action8a.wav  AC Transit. CreateAgencyM

enu (non-rec)

<action traffic>

Randomize:

MainMenu_action9a.wav  Traffic
reports.
MainMenu_action9b.wav
reports.
MainMenu_action9c.wav
reports.

Concat with:

Okay, traffic

Sure, traffic

{play 1 out of 4 times}

MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’

5.7 GetLocation

<action -- Randomize: 5.19
estimated_driving> MainMenu_action10a.wav Estimated GetStartingPoin
driving time. t
MainMenu_action10b.wav Sure,
estimated driving time.
MainMenu_actionl10c.wav Okay,
Estimated Driving Time.
Concat with:
{play 1 out of 4 times}
MainMenu_tip.wav By the way, to start
over at any time, just say ‘Main Menu.’
<action -- -- 5.3
what are my choices WhatAreMyCh
> oices
<action -- -- 54
spare_the air> SpareTheAir
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5.3.7 Error Behavior

Condition Action Goto
n=1; WhatAreMyChoices_errl.wav I’m afraid I didn’t catch | Continue with
that. You can get information on public transportation, rec in this state.
traffic, bicycling, carpooling, or vanpooling. Which would
you like?
n=2 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
WhatAreMyChoices_err2.wav What would you like to
do? To hear the choices again, say ‘repeat.’
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=3 (max) Concatenate: 5.2 MainMenu

Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.

5.3.8 Help Behavior

Condition

Action

Goto

WhatAreMyChoices_help.wav Here’s some help. You
can get information by saying ‘public transportation,’
‘traffic,” ‘bicycling,” ‘carpooling,” or ‘vanpooling. ¢ For a
complete list of what’s available, say ‘repeat’.

Continue with
rec in this state.
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5.4 SpareTheAir

5.4.1 Description

This state is reached from the Main Menu when the caller says “Spare the Air day”. On Spare the Air
day, a Floodgate message will be played before the Main Menu letting callers know they can say it to
hear more information. When there is no Floodgate and the caller says it, they’ll be transferred to the
same Spare the Air operator number and will hear a recorded message instead of getting a live person.

5.4.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.4.3 Entry and Exit States

Entry States Exit States
5.2 MainMenu 5.2 MainMenu
5.3 WhatAreMyChoices Transfer to Spare the Air Operator
5.1 Welcome
5.4.4 Initial Behavior
Condition Action Goto
-- SpareTheAir_init.wav Spare the Air day...stay on the | Continue with
line while I transfer you to an operator <1 second rec in this state
pause> If you don’t want to be transferred, say ‘stop’ or
press 1.

5.4.5 Grammar: SpareTheAir

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Go back <action go_back>
Main menu <action main_menu>
Help <action help>
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54.6 Action

Slots Condition Action Goto
<action -- Canceled.wav Okay, canceled. 5.2 MainMenu
cancel>
NSP -- -- Transfer to

SpareTheAir
Operator
<action -- - 5.2 MainMenu
go back>
<action help> | -- Play the help prompt Continue with
rec in this state
<action -- -- 5.2 MainMenu
main_menu>

5.4.7 Error Behavior

None.

5.4.8 Help Behavior

Condition Action Goto
-- SpareTheAir_help.wav Here’s some help. If you don’t Continue with
want to connect to the Spare the Air operator, say ‘stop’ rec in this state.
or press 1. Or stay on the line, and I’ll transfer you.
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5.5 PublicTransportationMenu

5.5.1 Description

This state is reached from the Main Menu when the caller requests “Public Transportation”. It presents
the caller with four choices: information on ParaTransit, Transit Agencies, Transit Incentives, or
Airports.

5.5.2 Special Features

Universal Actions are active in this state.

5.5.3 Entry and Exit States

Entry States Exit States
5.2 MainMenu 5.54 GetParaTransitAgency
5.3 WhatAreMyChoices 5.38 GetTransitAgency
5.38 GetTransitAgency 5.61 PretaxMain
5.54 GetParaTransitAgency 5.66 GetAirport
5.1 Welcome 5.2 MainMenu
5.5.4 Initial Behavior
Condition Action Goto
-- Check for floodgate message and play if available Continue with

PublicTransMenu_init.wav I can give you information | f°¢! this state

on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?

5.5.5 Grammar: PublicTransportationMenu

NL Slot Values

<menu_option> transit agencies, trans_incentives, airport, paratransit

Sample Expressions Slots Filled
Information on agencies please <menu_option transit_agencies>
Um, I’d like commuter incentives <menu_option trans_incentives>
Info on airports <menu_option airport>
I want ParaTransit <menu_option paratransit>

5.5.6 Action
| Slots Condition Action Goto
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<menu_option -- -- 5.38

transit_agencies> GetTransitAgency
<menu_option -- -- 5.61 PretaxMain
trans_incentives>

<menu_option -- -- 5.66 GetAirport
airport>

<menu_option -- -- 5.54

paratransit> GetParaTransitAgency

5.5.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with
rec in this state.

n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

PublicTransMenu_err2.wav You can choose public transit
agencies, transit incentives, airports, or ParaTransit. Say
‘help’ or press 0 for more information.

n=4 (max) Concatenate: 5.2 MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.

5.5.8 Help Behavior

Condition Action Goto

-- PublicTransMenu_help.wav Sure, here’s some help. Continue with
Remember, to start over, you can say ‘Main Menu’ at any | rec in this state
time. Right now, you can ask for any of the following four
choices: transit agencies (like AC Transit or BART),
airports, transit incentives, or ParaTransit agencies.
ParaTransit includes agencies serving disabled
commuters. Transit incentives include pre-tax benefits.
Which would you like?
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5.6 TrafficMenu

5.6.1 Description

This state is reached from the Main Menu when the caller requests Driving information. It presents the
caller with four choices: traffic reports, estimated driving time and route information, planned highway
construction, or airports.

5.6.2 Special Features

Universal Actions are active in this state.

5.6.3 Entry and Exit States

Entry States Exit States
5.2 MainMenu 5.7 GetLocation
5.1 Welcome5.3 WhatAreMyChoices 5.19 GetStartingPoint
5.7 GetLocation 5.62 TransferToPlannedHighwayConstruction

5.66 GetAirport
5.2 MainMenu

5.6.4 Initial Behavior

Condition Action Goto

-- Check for floodgate message and play if available Continue with

TrafficMenu_init.wav  You can ask for traffic reports, | ¢! this state

estimated driving time, planned highway construction,
or airport information. Which would you like?

5.6.5 Grammar: TrafficMenu

NL Slot Values

<menu_option> traffic, est_driving_time, planned hiway constr, airport

Sample Expressions Slots Filled
Traffic information <menu_option traffic>
Uh, estimated driving information <menu_option est driving time>
I’d like highway construction <menu_option

planned hiway_constr>
Get me information on airports <menu_option airport>
5.6.6 Action
| Slots Condition Action Goto
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<menu_option traffic> -- -- 5.7 GetLocation

<menu_option -- -- 5.19 GetStartingPoint
est_driving_time>

<menu_option -- -- 5.62

planned hiway constr> TransferToPlannedHigh
wayConstruction

<menu_option airport> | -- -- 5.66 GetAirport

5.6.7 Error Behavior

Condition Action Goto

=1 Play randomized error for n=1. Continue with
rec in this state.

n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

TrafficMenu_err2.wav You can choose traffic reports,
estimated driving time, planned highway construction, or
airports. Which would you like?

<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?

n=4 (max) Concatenate: 5.2 MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main

Menu.
5.6.8 Help Behavior
Condition Action Goto
-- TrafficMenu_help.wav Okay, here’s some help. By the Continue with
way, to start over at any time, say ‘Main Menu’. Right rec in this state

now, you can ask for planned highway construction for
CalTrans, airport information, traffic reports, or
estimated driving time, which also includes traffic.
[WATCH PROSODY]
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\Trafﬁc Reporting States\

5.7 GetLocation

5.7.1 Description

This state is reached from the Main Menu or the Traffic Menu when the caller requests Traffic Reports.
It asks the caller for a highway, a bridge, a city, or a ‘hot spot’.

5.7.2 Special Features

Universal Actions are active in this state.

5.7.3 Entry and Exit States

Entry States

Exit States

5.2 MainMenu

5.6 TrafficMenu

5.11 ListLocations
5.15 Prelncidents

5.1 Welcome

5.3 WhatAreMyChoices

5.8 ConfirmLocation
5.9 GetMorelnformation
5.10 ConfirmMorelnfo

5.18 PostPlayTrafficIncidents
5.19 GetStartingPoint

5.11 ListLocations
5.8 ConfirmLocation
5.6 TrafficMenu

5.7.4 Initial Behavior
Condition Action Goto

First entry GetLocation_init.wav  Now tell me the name of a Continue with
highway, bridge, or city—or tell me the name of a ‘hot rec in this state
spot’, like the MacArthur Maze. <pause 3 seconds> For
a complete list of what you can ask for, say ‘list
everything’.

Re-entry GetLocation_initl.wav Say the name of a highway, Continue with
bridge, or city—or tell me the name of a ‘hot spot’, such | rec in this state
as Pac Bell park. You can always say ‘Main Menu’ to
start over, or to hear a complete list of what’s available,
say ‘list everything’.

5.7.5 Grammar: GetLocation

NL Slot

Values

<highway>

[highway]
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<bridge> [bridge]

<city> [city]

<hotspot> [hotspot: airports are SFO, SJC, OAK]
<action> list

Sample Expressions

Slots Filled

Highway 101

<highway 101>

Walnut Creek, California

<city walnut_creek>

The Dumbarton Bridge

<bridge dumbarton>

Uh, Sunol Grade

<hotspot sunol grade>

list all <action list>
5.7.6 Action
Slots Condition Action Goto

<highway> -- -- 5.8 ConfirmLocation
<city> -- -- 5.8 ConfirmLocation
<hotspot> -- -- 5.8 ConfirmLocation
<bridge> -- -- 5.8 ConfirmLocation
<action list> -- set Location flag = Traffic 5.11 ListLocations

5.7.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetLocation_err2.wav Say the name of a city, bridge,
highway, or hotspot you’d like traffic for. Say ‘help’ or
press 0 for more information. What would you like?
n=4 (max) Concatenate: 5.6
Universal Error Prompt for n=max. TrafficMenu
Generic_ maxerr.wav  Let’s back up.
5.7.8 Help Behavior
| Condition Action Goto
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-- GetLocation_help.wav Okay, here’s some help. For a Continue with
traffic report, tell me the location you want. You can tell rec in this state
me the name of a city, like Palo Alto; you can tell me the
name of a bridge, like the Benicia Bridge; you can tell me
the name of a highway, like 101; or, you can tell me the
name of a hot spot, such as Pac Bell Park, or the Sunol
Grade. For a list of all locations, just say ‘list all’. You
can also say ‘Main Menu’ to start over. Now, which
location would you like?
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5.8 ConfirmLocation

5.8.1 Description

This state is reached from the GetLocation state, after a caller has given a city, highway, bridge, or hot
spot to get traffic reports for.

5.8.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.8.3 Entry and Exit States

5.8.4 Initial Behavior

Entry States Exit States
5.7 GetLocation 5.7 GetLocation
5.9 GetMorelnformation
5.15 Prelncidents
Condition Action Goto
-- Play appropriate location (use Lo version): Continue with
[CityLo.wav] rec in this state
[BridgeLo.wav]
[HighwayLo.wav]
[HotspotLo.wav]

5.8.5 Grammar: ConfirmLocation

NL Slot Values

<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled

Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Main Menu <action main_menu>
Go back <action go_back>

43

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




5.8.6 Action

check)

Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, 5.7 GetLocation
cancel> canceled. Let’s try that again...

NSP Enough -- 5.15
information to Prelncidents
proceed (back-end
check)

NSP Not enough -- 59
information to GetMorelnform
proceed (back-end ation

<action help> | -- Play the help prompt Continue with
rec in this state
<action - - 5.2 MainMenu
main_menu>
<action -- - 5.7 GetLocation
go_back>
5.8.7 Error Behavior
None.
5.8.8 Help Behavior
Condition Action Goto

Concatenate:

[CityLo.wav]

[BridgeLo.wav]

[HotspotLo.wav]

ConfirmLocation_help.wav Here’s some help. I heard:
Play appropriate location (use Lo version):

[HighwayLo.wav]

ConfirmLocation_helpl.wavlf that’s not right, say
‘cancel’. If that’s the one you want, stay on the line and
I’ll get you the traffic report.

Continue with
rec in this state.
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5.9 GetMorelnformation

5.9.1 Description

This state is reached from the ConfirmLocation state, after a caller has confirmed the location, but the
back-end needs more information before the traffic report can be given. It uses a dynamic
prompt/grammar from the back-end to determine what other information to ask the caller for. For
example, it may need to know what city, or what direction on the highway.

5.9.2 Special Features

Universal Actions are active in this state.

5.9.3 Entry and Exit States

Entry States

Exit States

5.8 ConfirmLocation
5.13 PlayLocationList

5.10 ConfirmMorelnfo
5.7 GetLocation

5.9.4 Initial Behavior

Condition

Action

Goto

city?
highway did you want?

North or South?

East or West?

-- Play one of the following from the back-end:

GetMorelnformation_city.wav Okay, and for which
GetMorelnformation_highway.wav Okay, and what
GetMorelnformation_directionNS.wav Did you want

GetMorelnformation_directionEW.wav Did you want

Continue with
rec in this state

5.9.5 Grammar: GetMorelnformation

NL Slot

Values

<more_info> [dynamic]

Sample Expressions

Slots Filled

Uh, Walnut Creek

<more_info walnut creek>

Northbound <more_info northbound>
5.9.6 Action
Slots Condition Action Goto
<more_info> -- -- 5.10
ConfirmMorelnfo
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5.9.7 Error Behavior

Condition

Action

Goto

n=1

Play randomized error for n=1.

Continue with
rec in this state.

n=

Concatenate:
Universal Error Prompt for n=2.
Choose appropriate error prompt:

GetMorelnformation_city err2.wav Which city would
you like a report for?
GetMorelnformation_highway_err2.wav Which highway
would you like?
GetMorelnformation_directionNS_err2.wav Is that for
north, or south?
GetMorelnformation_directionEW_err2.wav Is that for
east, or west?
<3 second pause>

Generic_Press0.wav You can also press 0 at any time to
hear a list of touch-tone commands. What would you like?

Continue with
rec in this state

n=3 (max)

Concatenate:
Universal Error Prompt for n=max

Generic maxerr.wav  Let’s back up.

5.7 GetLocation

5.9.8 Help Behavior

Condition

Action

Goto

Choose appropriate help prompt:

GetMorelnformation_city help.wav Okay, here’s some
help. By the way, you can say ‘Main Menu’ at any time. I
need to narrow down the location before I can get a
report. Which city is this for?
GetMorelnformation_highway_help.wav Okay, here’s
some help. By the way, you can say ‘Main Menu’ at any
time. I need to narrow down the location before I can get
a report. Which highway is this for?
GetMorelnformation_directionNS_help.wav Okay, here’s
some help. By the way, you can say ‘Main Menu’ at any
time. I need to narrow down the location before I can get
a report. Is this for northbound, or southbound?
GetMorelnformation_directionEW _help.wavOkay, here’s
some help. By the way, you can say ‘Main Menu’ at any
time. I need to narrow down the location before I can get
a report. Is this for eastbound, or westbound?

Continue with
rec in this state.
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510 ConfirmMorelnfo

5.10.1 Description

This state is reached from the GetMoreInformation state, after a caller has given the extra city, highway
or direction requested. This implicitly confirms the information.

5.10.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.10.3 Entry and Exit States

Entry States Exit States

5.9 GetMorelnformation 5.7 GetLocation
5.15 Prelncidents

5.10.4 Initial Behavior

Condition Action Goto
-- Get location confirmation prompt from back-end Continue with
[location] rec in this state

5.10.5 Grammar: ConfirmMorelnfo

NL Slot Values
<action> cancel, help, main_menu, go_back
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.10.6 Action
Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, 5.7 GetLocation
cancel> canceled. Let’s try that again...
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NSP -- -- 5.15

Prelncidents
<action help> | -- Play the help prompt Continue with
rec in this state
<action -- - 5.7 GetLocation
go_back>
<action - - 5.2 MainMenu

main_menu>

5.10.7 Error Behavior

None.

5.10.8 Help Behavior

Condition Action Goto

-- Concatenate: Continue with

ConfirmMorelnfo_help.wav Here’s some help. I heard: rec in this state.

[location]

ConfirmMorelnfo_helpl.wav  If that’s not right, say
‘cancel’. If that’s the one you want, stay on the line and
I’ll get you the traffic report.
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5.1

ListLocations

5.11.1 Description

This state is reached from the GetLocation state, after a caller has said “list all” to hear all their options.

5.11.2 Special Features

Universal Actions are active in this state.

5.11.3 Entry and Exit States

Entry States

Exit States

5.7 GetLocation
5.12 GetRegion
5.13 PlayLocationList
5.19 GetStartingPoint

5.12 GetRegion
5.13 PlayLocationList
5.7 GetLocation

5.11.4 Initial Behavior

5.11.5 Grammar: ListLocations [use ListLocationsTraffic if Location flag = Traffic; use
ListLocationsEstimated if Location flag = Estimated]

Condition Action Goto
First entry ListLocations_init_a.wav  Sure...I can give you a list Continue with
Location flag = of highways, cities, bridges, or hot spots. Which one rec in this state
Traffic would you like?

First entry ListLocations_init_b.wav  Sure...I can give you a list Continue with
Location flag = of cities or hot spots. Which one would you like? rec in this state
Estimated Driving

Time

Re-entry ListLocations_initla.wav  Okay. You can get a list of | Continue with
Location flag = highways, cities, bridges, or hotspots. Which would you | rec in this state
Traffic like? <2 second pause>To start over, say ‘Main Menu’.

Re-entry ListLocations_initla.wav  Okay. You can get a list of | Continue with
Location flag = cities or hotspots. To go back to the top, say ‘Main rec in this state
EstimatedDrivingTi Menu’. Which would you like? <2 second pause>To

me start over, say ‘Main Menu’.

NL Slot

Values

<location_type>

highway, city, bridge, hot spot

Sample Expressions
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highways

<location_type highway>

a list of cities please

<location_type city>

5.11.6 Action
Slots Condition Action Goto
<location_type -- set LocationType = highway 5.13 PlayLocationList
highway>

<location_type city> | --

set LocationType = city

5.12 GetRegion

<location_type
hot_spot>

-- set LocationType = hot_spot

5.13 PlayLocationList

<location_type
bridge>

-- set LocationType = bridge

5.13 PlayLocationList

5.11.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.

n=2-3 Concatenate: Continue with
Location flag = Universal Error Prompt for n=2. rec in this state
Traffic ListLocations_err2a.wav  You can ask for a list of

cities, highways, bridges, or hot spots. To go back a step,

say ‘back up’.
n=2-3 Concatenate: Continue with
Location flag = Universal Error Prompt for n=2. rec in this state
E§t1matedD rving ListLocations_err2b.wav  You can ask for a list of cities
Time or hot spots. To go back a step, say ‘back up’.
n=4 (max) Concatenate: 5.7 GetLocation

Universal Error Prompt for n=max

Generic_maxerr.wav Let’s back up.

5.11.8 Help Behavior

Condition

Action

Goto

Location flag =
Traffic

ListLocations_help_a.wav Okay, help. Say one of the
following to get the choices: highways, cities, bridges, or
hot spots. To go back a step, say ‘back up.’. Which
would you like?

Continue with
rec in this state.

Location flag =
EstimatedDriving
Time

ListLocations_help_b.wav Okay, help. You can get a list
of cities, or a list of hot spots. Hot spots include things like
Pac Bell Park, the MacArthur Maze, and the Sunol Grade.
To go back a step, say ‘back up’. Which would you like?

Continue with
rec in this state.
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512 GetRegion

5.12.1 Description

This state is reached from the ListLocations state, and asks the user to pick a region so a list of cities can
be provided. The regions are: East Bay, South Bay, San Francisco, Peninsula, North Bay

5.12.2 Special Features

Universal Actions are active in this state.

5.12.3 Entry and Exit States

Entry States

Exit States

5.11 ListLocations

5.11 ListLocations
5.13 PlayLocationList

5.12.4 Initial Behavior

Condition

Action

Goto

GetRegion_init.wav First I’ll need to narrow down the
list. Say one of the following regions: San Francisco,
the Peninsula, East Bay, South Bay, or the North Bay.

Continue with
rec in this state

5.12.5 Grammar: GetRegion
NL Slot Values
<region> san_francisco, peninsula, east_bay, south_bay, north_bay
Sample Expressions Slots Filled
The East Bay <region east bay>
San Francisco <region san_francisco>

5.12.6 Action
Slots Condition Action Goto
<region> -- -- 5.13
PlayLocationList
5.12.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with

rec in this state.
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5.12.8 Help Behavior

n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetRegion_err2.wav  You can say San Francisco, East
Bay, Peninsula, South Bay, or North Bay. <2 second
pause> To go back a step , say ‘back up.’
n=4 (max) Concatenate: 5.11
Universal Error Prompt for n=max. ListLocations
Generic maxerr.wav  Let’s back up.
Condition Action Goto

GetRegion_help.wav  Sure, here’s some help. You can
always say ‘Main Menu’ to start over. Now, to narrow
down the list of cities, I need to know which region you’d
like. Please say one of the following: East Bay, San
Francisco, the Peninsula, South Bay, or North Bay.

Continue with
rec in this state
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5.13 PlayLocationList

5.13.1 Description

This state is reached from either the ListLocations state, or GetRegion. The caller has chosen to hear
either a list of highways, a list of cities, a list of bridges, or a list of hotspots. If they chose to hear a list
of cities, they went through GetRegion first, and said one of five Bay Area regions to narrow down the
list.

5.13.2 Special Features
NSP should be set to 2.

Universal Actions are active in this state.

5.13.3 Entry and Exit States

Entry States Exit States

5.11 ListLocations 5.15 Prelncidents

5.12 GetRegion 5.9 GetMorelnformation
5.14 EndOfListLocations
5.11 ListLocations

5.13.4 Initial Behavior

| Condition Action Goto
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First entry

Choose one:

PlayLocationList_cities.wav Here’s your list of cities:
PlayLocationList_hotspots.wav Here’s your list of hot
spots:

PlayLocationList_highways.wav Here’s your list of
highways:

PlayLocationList_bridges.wav Here’s your list of
bridges:

Then play:

PlayLocationList_init.wav You can interrupt me at
any time by saying the one you want, or say ‘stop’.

Then:

retrieve and play appropriate list from back-end based on
value of LocationType (if LocationType = city, use the
‘region’ slot value as well)

ListOfCitiesSF.wav
ListOfCitiesEB.wav
ListOfCitiesPenin.wav
ListOfCitiesSB.wav
ListOfCitiesNB.wav
ListOfHighways.wav
ListOfBridges.wav
ListOfHotSpots.wav

Continue with
rec in this state
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Re-entry

Concatenate:

PlayLocationList_citiesl.wav ~ Here’s that list of cities
again:

PlayLocationList_hotspotsl.wav Here’s that list of
hotspots again:

PlayLocationList_highwaysl.wav  Here’s that list of
highways again:

PlayLocationList_bridges.wav Okay, here’s your list
of bridges:

Then play:

PlayLocationList_initl.wav You can interrupt me at
any time by saying the one you want, or say ‘stop’.
retrieve and play appropriate list from back-end based on
value of LocationType (if LocationType = city, use the
‘region’ slot value as well)

ListOfCitiesSF.wav
ListOfCitiesEB.wav
ListOfCitiesPenin.wav
ListOfCitiesSB.wav
ListOfCitiesNB.wav
ListOfHighways.wav
ListOfBridges.wav

ListOfHotSpots.wav

Continue with
rec in this state

5.13.5 Grammar: PlayLocationList: [dynamic: Highways, Bridges, HotSpots, EastBayCities,
SanFranciscoCities, PeninsulaCities, SouthBayCities, NorthBayCities]

NL Slot Values
<highway> [highway]
<bridge> [bridge]
<hot_spot> [hot spot]
<city> [city]
<action> stop
Sample Expressions Slots Filled
San Ramon <city san_ramon>
The Bay Bridge <bridge bay bridge>
5.13.6 Action
| Slots Condition Action Goto
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<city> Enough information | Play [location] 5.15 Prelncidents
<bridge> to proceed (back-end
. check)
<highway>
<hot_spot>
<city> Not enough Play [location] 59
<bridge> information to GetMorelnformation
. proceed (back-end
<highway=> check)
<hot_spot>
NSP -- - 5.14
EndOfListLocations
<action stop> -- Stopped.wav  Okay, stopped. | 5.14
EndOfListLocations
5.13.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with

rec in this state.

n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

PlayLocationList_err2.wav If you know the location you
want, tell me that location now. You can also say ‘repeat’

or ‘stop’.
n=4 (max) Concatenate: 5.11
Universal Error Prompt for n=max. ListLocations
Generic maxerr.wav  Let’s back up.
5.13.8 Help Behavior
| Condition Action Goto
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- Concatenate: Continue with

PlayLocationList_help.wav Okay, help. At any time, you [ in this state.

can say the name of the location for your traffic report.
By the way, you can say ‘Main Menu’ at any time to start
over. Here’s the list again:
retrieve and play appropriate list from back-end based on value
of LocationType (if LocationType = city, use the ‘region’ slot
value as well)

ListOfCitiesSF.wav
ListOfCitiesEB.wav
ListOfCitiesPenin.wav
ListOfCitiesSB.wav
ListOfCitiesNB.wav
ListOfHighways.wav
ListOfBridges.wav
ListOfHotSpots.wav
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514 EndOfListLocations

5.14.1 Description

This state is reached from PlayLocationList, either because the caller never said anything while the list
was being played, or the caller said “stop”.

5.14.2 Special Features

Universal Actions are active in this state.

5.14.3 Entry and Exit States

Entry States

Exit States

5.13 PlayLocationList

5.13 PlayLocationList
5.15 Prelncidents

5.9 GetMorelnformation
5.11 ListLocations

5.7 GetLocation

5.14.4 Initial Behavior

Condition

Action

Goto

EndOfListLocations_init.wav

Tell me which one Continue with

you’d like, or say ‘repeat’ to hear that list again. To get | rec in this state
another list, say ‘go back’. You can also say ‘Main
Menu’ to start over. What would you like?

5.14.5 Grammar: EndOfListLocations: [dynamic: Highways, Bridges, HotSpots, EastBayCities,
SanFranciscoCities, PeninsulaCities, SouthBayCities, NorthBayCities]

NL Slot Values
<highway> [highway]
<bridge> [bridge]
<hot_spot> [hot spot]
<city> [city]
Sample Expressions Slots Filled
San Ramon <city san_ramon>
The Bay Bridge <bridge bay bridge>
5.14.6 Action
| Slots Condition Action Goto
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<city> Enough information | play [landmark] 5.15 Prelncidents
<bridge> to proceed (back-end
. check)
<highway>
<hot_spot>
<city> Not enough -- 59
<bridge> information to GetMorelnformation
. proceed (back-end
<highway=> check)
<hot_spot>
<action repeat> | -- -- 5.13 PlayLocationList
<action -- -- 5.11 ListLocations
go_back>

5.14.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with
rec in this state.

n= Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

EndOfListLocations_err2.wav Tell me the location
you’d like, or say ‘repeat’ to hear the list again.

n=3 (max) Concatenate: 5.7 GetLocation

Universal Error Prompt for n=max.

Generic maxerr.wav  Let’s back up.

5.14.8 Help Behavior

Condition Action Goto

-- EndOfListLocations_help.wav OKkay, help. Just tell me Continue with
the location for your traffic report. To hear that list again, | rec in this state.
say ‘repeat.’ You can also say ‘Main Menu’ to start over.
Now, what would you like?

59

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.



5.15 Prelncidents

5.15.1 Description

This state is reached the after a caller has given a location for getting a traffic report. It tells the caller
how many incidents will be played.

5.15.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.15.3 Entry and Exit States

Entry States Exit States
5.8 ConfirmLocation 5.16 ConstructIncident (non-rec)
5.10 ConfirmMorelnfo 5.7 GetLocation

5.13 PlayLocationList

5.27 TooMuchTraffic

5.29 EstimatedRouteInformation
5.35 RefinePoint

5.36 RefineStartingPoint

5.37 RefineEndingPoint

5.15.4 Initial Behavior

| Condition | Action Goto
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Retrieve # of incidents from the back-end

First play appropriate incident prompt:

Prelncidents_1.wav We have one incident.
Prelncidents_2.wav We have two incidents.
Prelncidents_3.wav We have three incidents.
Prelncidents_4.wav We have four incidents.
Prelncidents_S.wav We have five incidents.
Prelncidents_6.wav We have six incidents.
Prelncidents_7.wav We have seven incidents.
Prelncidents_8.wav We have eight incidents.
Prelncidents_9.wav We have nine incidents.

Prelncidents_10.wav
Prelncidents_11.wav
Prelncidents_12.wav
Prelncidents_13.wav
Prelncidents_14.wav
Prelncidents_15.wav
Prelncidents_16.wav
Prelncidents_17.wav
Prelncidents_18.wav
Prelncidents_19.wav
Prelncidents_20.wav

We have ten incidents.

We have eleven incidents.
We have twelve incidents.
We have thirteen incidents.
We have fourteen incidents.
We have fifteen incidents.
We have sixteen incidents.
We have seventeen incidents.
We have eighteen incidents.
We have nineteen incidents.
We have twenty incidents.

Prelncidents MoreThan20.wav We have more than

twenty incidents.

Then play:

Prelncidents init.wav

You can say ‘stop’ at any time.

Continue with rec
in this state

5.15.5 Grammar: Prelncidents

NL Slot Values

<action> stop, cancel, go back, help, main_menu
Sample Expressions Slots Filled
Stop! <action stop>
Cancel <action cancel>
Help <action help>
Go back <action go back>
Main menu <action main_menu>
5.15.6 Action
Slots Condition Action Goto

<action Stopped.wav  Okay, stopped. 5.7 GetLocation
cancel>
<action Canceled_TryAgain.wav  Okay, 5.7 GetLocation
cancel> canceled. Let’s try this again...
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NSP -- - 5.16
Constructlncide
nt (non-rec)

<action help> | -- Play the help prompt Continue with
rec in this state

<action -- - 5.7 GetLocation

go_back>

<action - - 5.2 MainMenu

main_menu>

5.15.7 Error Behavior

None.

5.15.8 Help Behavior

Condition Action Goto

-- Prelncidents_help.wav Here’s some help. To go back a Continue with
step, say ‘back up’. To start over, say ‘Main Menu’. For a | rec in this state.
traffic report, just stay on the line.
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5.16 Constructincident (non-rec)

5.16.1 Description

This state is reached from the Prelncidents state. It will retrieve incident information from the back-end
and construct a playable traffic incident by concatenating appropriate prompts. This state is also reached
after an incident has been played, and there is another one.

This behavior is described in a separate document.

5.16.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.16.3 Entry and Exit States

Entry States Exit States

5.15 Prelncidents 5.17 PlayIncident
5.17 PlaylIncident

5.16.4 Initial Behavior

Condition Action Goto

- Retrieve latest incident information and construct incident 5.17
prompt. PlayIncident

5.16.5 Grammar:

None.

5.16.6 Action

None.

5.16.7 Error Behavior

None.

5.16.8 Help Behavior

None.
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5.17 Playincident

5.17.1 Description

This state is reached from the from the Construct Incident state, and plays the incident prompt that was

put together.

5.17.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.17.3 Entry and Exit States

Entry States

Exit States

5.16 ConstructIncident (non-rec)

5.18 PostPlayTrafficIncidents

5.16 ConstructIncident (non-rec)

5.17.4 Initial Behavior

Condition

Action

Goto

play traffic incident prompt

Continue with
rec in this state

5.17.5 Grammar: Playlncident

NL Slot Values
<action> stop, cancel, help, repeat, main_menu, go_back
Sample Expressions Slots Filled
stop <action stop>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
Repeat <action repeat>
5.17.6 Action
| Slots Condition Action Goto
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<action stop>

-- Stopped.wav  Okay, stopped.
set TrafficMode=TrafficIncidents

5.18
PostPlayTrafficIncid
ents

<action help>

-- play help prompt

Continue with rec in
this state

<action repeat>

-- play traffic incident prompt

Continue with rec in
this state

<action
main_menu>

5.2 MainMenu

<action cancel> -- Canceled.wav Okay, canceled. 5.18
set TrafficMode=TrafficIncidents PostPlayTrafficIncid
ents
<action go_back> -- Decrement incident count by one (to 5.16
play previous incident) ConstructIncident
(non-rec)
NSP There is more | Play TTS prompt of more information | Continue with rec in
information this state
available
NSP There are more | -- 5.16
incidents ConstructIncident
(non-rec)
NSP No more PlayIncident_thatsall.wav That’s | 5.18
incidents all I have right now. PostPlayTrafficIncid
set TrafficMode=TrafficIncidents ents

5.17.7 Error Behavior

None.

5.17.8 Help Behavior

Condition

Action

Goto

PlayIncident_help.wav OKkay, help. I’m about to repeat
the last incident for you. If you’re through listening to
traffic incidents, say ‘stop’. Or, to start over, say ‘Main
Menu’.

play traffic incident prompt

Continue with
rec in this state.
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5.18 PostPlayTrafficlncidents

5.18.1 Description

This state is reached after traffic incidents have been played. It checks to see if the survey feature is on,
and if not, asks the caller what they’d like to do next.

5.18.2 Special Features

Universal Actions are active in this state.

5.18.3 Entry and Exit States

Entry States

Exit States

5.17 PlaylIncident

5.34 PlayRoutelncident

5.28 PlayEstimatedInformation (non-rec)

5.17 PlayIncident

5.7 GetLocation

5.19 GetStartingPoint
5.2 MainMenu

5.88 AskForParticipation

5.28 PlayEstimatedInformation (non-rec)

5.18.4 Initial Behavior

Condition Action Goto
Survey is ON -- 5.88
AskForParticipa
tion
TrafficMode= PostIncidents.wav You can ask to repeat those Continue with
TrafficIncidents incidents, ask for another traffic report, or ask for | rec in this state
an estimated driving time. You can also go back
to the Main Menu. What would you like to do?
<2 sec pause> Just hang up if you’re done.
TrafficMode= PostEstimatedDrivingTime.wav You can ask to Continue with
PostEstimatedDrivingTime | repeat those estimates, get an estimate for another | rec in this state
route, or check incidents for a specific location.
You can also go back to the Main Menu. What
would you like to do? <2 sec pause> Just hang up
if you’re done.

5.18.5 Grammar: PostPlayTrafficincidents

NL Slot

Values

<action>

repeat, incidents, estimated

Sample Expressions

Slots Filled

Repeat them again

<action repeat>
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Get incidents for another location

<action incidents>

Get another driving time

<action estimated>

Go back to the Main Menu <action main_menu>
5.18.6 Action
Slots Condition Action Goto

<action repeat> TrafficMode= -- 5.17 PlaylIncident
TrafficIncidents

<action repeat> TrafficMode= -- 5.28
EstimatedDriving PlayEstimatedInformation
Time (non-rec)

<action incidents>

5.7 GetLocation

<action estimated>

5.19 GetStartingPoint

<action go_back>

5.15 Prelncidents

<action cancel>

PostPlayTraffic_cancel.wav

5.2 MainMenu

Okay, canceled. Back to

5.18.7 Error Behavior

the Main Menu...
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
PostPlayTraffic_err2.wav  You can say ‘repeat’ to hear
those again, get a traffic report, or get an estimated
driving time. What would you like?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=4 (max) Concatenate: 5.2 MainMenu

Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.

5.18.8 Help Behavior

Condition Action Goto
TrafficMode= PostPlayTraffic_helpl.wav Okay, help. Say ‘repeat’ to Continue with
TrafficIncidents hear those incidents again, ask for a different traffic rec in this state.

report or ask for an estimated driving time. To start over,
say ‘Main Menu’. What would you like to do?

67

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




TrafficMode=
PostEstimatedDri
vingTime

PostPlayTraffic_helpl.wav Okay, help. Say ‘repeat’ to
hear those estimates again , or you can ask for a traffic
report or another estimated driving time. Say ‘Main
Main’ to start over. What would you like?

Continue with
rec in this state
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\Estimated Driving Time States\

519 GetStartingPoint

5.19.1 Description

This state is reached from the Traffic Menu or the Traffic Menu, when the user requests Estimated
Driving Time. It asks the caller for the starting point of their route, which can include a city or a hot
spot. Hot spots include traffic landmarks (such as Hospital Curve), venues (such as Pac Bell Park), and
other points a caller can use to get an estimated driving time.

5.19.2 Special Features

Universal Actions are active in this state.

5.19.3 Entry and Exit States

Entry States

Exit States

5.2 MainMenu
5.1 Welcome

5.6 TrafficMenu

5.3 WhatAreMyChoices

5.18 PostPlayTrafficIncidents
5.20 ConfirmStartingPoint

5.21 GetEndingPointLowConf
5.24 GetEndingPointHiConf
5.27 TooMuchTraffic

5.29 EstimatedRouteInformation
5.30 MultipleRoutes

5.31 PreambleMultipleRoutes
5.32 PreRoutelncidents

5.20 ConfirmStartingPoint
5.24 GetEndingPointHiConf
5.11 ListLocations

5.7 GetLocation

5.19.4 Initial Behavior

Condition Action Goto

First entry Check for floodgate and play if available Continue with
GetStartingPoint_init.wav  First, let’s get the starting rec in this state
point. Tell me the name of the city or hot spot, like the
MacArthur Maze. To hear a list of everything you can
say, say ‘list everything’.

Re-entry GetStartingPoint_initl.wav Tell me the name of that Continue with
starting point. You can give me the name or a city or hot | rec in this state
spot. To start over, say ‘Main Menu’.
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5.19.5 Grammar: GetStartingPoint

NL Slot Values
<city> [city]
<hot_spot> [hot spot]
<action> list all
Sample Expressions Slots Filled
Sunol Grade <hot_spot sunol grade>
Fremont <city fremont>
Claremont Avenue <exit claremont_avenue>
5.19.6 Action
Slots Condition Action Goto
<city> Conlf. threshold > -- 5.24
<exit> MAX [85] GetEndingPointHi
<hot_spot> Cont
<city> REJECT < Conf. -- 5.20
<exit> threshold < MAX ConfirmStartingPoi
<hot_spot> n
<action -- set flag Location = 5.11 ListLocations
list all> EstimatedDrivingTime
5.19.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetStartingPoint_err2.wav You can say a city or ‘hot
spot’. To hear a list of everything you can say, say ‘list
everything’. Say ‘help’ or press 0 for more info.
n=4 (max) Concatenate: 5.7 GetLocation
Universal Error Prompt for n=max.
Generic maxerr.wav  Let’s back up.

5.19.8 Help Behavior

| Condition

Action
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-- GetStartingPoint_help.wav Okay, help. For a starting
point on your route, you can choose a city, or a hot spot.
Hot spots include things like Pac Bell Park, the
MacArthur Maze, and the Sunol Grade. To hear a list of
all of them, say ‘list all’. Or if you’d like to start over, say
‘Main Menu’. All right, what’s your starting point?

Continue with
rec in this state.
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5.20 ConfirmStartingPoint

5.20.1 Description

This state is reached from the Get Starting Point state, and does an explicit confirm on the location the

caller gave.

5.20.2 Special Features

Universal Actions are active in this state.

5.20.3 Entry and Exit States

Entry States

Exit States

5.19 GetStartingPoint

5.19 GetStartingPoint

5.21 GetEndingPointLowConf

5.20.4 Initial Behavior

Condition

Action

Goto

Concatenate:

Choose appropriate location (city or hot spot; use Lo

version):

[CityLo.wav]

[HotSpotLo.wav]
WasThatRight.wav Was that right?

Continue with
rec in this state

5.20.5 Grammar: ConfirmStartingPoint

NL Slot Values

<yes_no> yes, no
Sample Expressions Slots Filled
yes <yes_no yes>
nope <yes_no no>
5.20.6 Action

Slots Condition Action Goto

<yes_no no> -- Randomize: 5.19
Sorry a.wav  OK, let’s go back. GetStartingPoint

Sorry_b.wav
Sorry_c.wav

Let’s try that again.

Let’s do that again.

Add to skiplist, use N-Best
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<yes_no yes>

5.21

5.20.7 Error Behavior

5.20.8 Help Behavior

GetEndingPointLo
wConf
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.

n= Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
IHeard.wav I heard:
Choose appropriate location (city or hot spot; use Lo version):
[CityLo.wav]
[HotSpotLo.wav]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press0.wav You can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?

n=3 (max) Concatenate: 5.19
Universal Error Prompt for n=max. GetStartingPoint
Generic maxerr.wav  Let’s back up.

Condition Action Goto

ConfirmStartingPoint_help.wav Okay, help. I heard:

Choose appropriate location (city or hot spot; use Lo version):

[CityLo.wav]
[HotSpotLo.wav]

ConfirmStartingPoint_helpl.wav  If I got that right,
please say ‘yes’; if not, say ‘no’. To start over, say ‘Main
Menu’.

Continue with
rec in this state.

73

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




5.21 GetEndingPointLowConf

5.21.1 Description

This state is reached from the ConfirmStartingPoint state, if a user has said “yes” to confirm a location.
It asks for the ending point.

5.21.2 Special Features

Universal Actions are active in this state.

5.21.3 Entry and Exit States

Entry States Exit States

5.20 ConfirmStartingPoint 5.23 ConfirmBothImplicit

5.22 ConfirmEndingPoint
5.19 GetStartingPoint

5.21.4 Initial Behavior

Condition Action Goto
First entry GetEndingPointLowConf _init.wav Okay, now for the | Continue with
ending point. Tell me the name of the city or ‘hot spot’. | rec in this state
Re-entry GetEndingPointLowConf _initl.wav Tell me the name Continue with
of an ending point. <3 sec pause> An ending point can rec in this state
be a city or a ‘hot spot’.

5.21.5 Grammar: GetEndingPointLowConf

NL Slot Values
<city> [city]
<hot_spot> [hot spot]
Sample Expressions Slots Filled
Sunol Grade <hot_spot sunol grade>
Fremont <city fremont>
5.21.6 Action
Slots Condition Action Goto
<city> Conlf. threshold > -- 5.23
<hot_spot> MAX [85] ConfirmBothImplicit
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<city>

<hot_spot>

REJECT < Conf -
threshold < MAX

522
ConfirmEndingPoint

5.21.7 Error Behavior

Condition Action Goto
=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
GetEndingPointLowConf _err2.wav You can say a city,
or ‘hot spot’ Say ‘help’ or press 0 for more info.
n=4 (max) Concatenate: 5.19
Universal Error Prompt for n=max. GetStartingPoint
Generic maxerr.wav  Let’s back up.
5.21.8 Help Behavior
Condition Action Goto

GetEndingPointLowConf_help.wav Okay, here’s some
help. You can say either the name of a city, or a hot spot,
as your starting point. Examples of cities are things like
Mountain View, Hayward, or Livermore. You can also tell
me the name of a ‘hot spot’, which includes things like Pac
Bell Park, the MacArthur Maze, and the Sunol Grade. Or
if you’d like to go back to the top, say ‘Main Menu’. All
right, what’s your ending point?

Continue with
rec in this state.
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5.22 ConfirmEndingPoint

5.22.1 Description

This state is reached from the GetEndingPointLowConf, when the ending point had a low confidence
score. This state does an explicit confirmation.

5.22.2 Special Features

Universal Actions are active in this state.

5.22.3 Entry and Exit States

Entry States

Exit States

5.21 GetEndingPointLowConf

5.19 GetStartingPoint

5.21 GetEndingPointLowConf
5.26 EstimatedInfoCheck (non-rec)

5.22.4 |Initial Behavior

Condition

Action

Goto

Concatenate:

Choose appropriate location (city or hot spot; use Lo
version):

[CityLo.wav]
[HotSpotLo.wav]
WasThatRight.wav Was that right?

Continue with
rec in this state

5.22.5 Grammar: ConfirmEndingPoint

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yep <yes_no yes>
no <yes_no no>
5.22.6 Action
Slots Condition Action Goto
<yes_no yes> -- -- 5.26
EstimatedInfoCheck
(non-rec)
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<yes_no no> -- Randomize: 5.21
Sorry_a.wav  OK, let’s go back. GetEndingPointLowCo
Sorry_b.wav  Let’s try that nf
again.
Sorry c.wav  Let’s do that
again.
Add to skiplist, use N-Best
5.22.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
Choose appropriate location (city or hot spot; use Lo
version):
[CityLo.wav]
[HotSpotLo.wav]
ConfirmEndingPoint_err2.wav Was that right?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: 5.19
Universal Error Prompt for n=max. GetStartingPoint
Generic_maxerr.wav  Let’s back up.
5.22.8 Help Behavior
Condition Action Goto

ConfirmEndingPoint_help.wav Okay, help. If that’s the
right ending point, say ‘yes’. If it’s wrong, say ‘no’. To
start over, say ‘Main Menu’.

Continue with
rec in this state.
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5.23 ConfirmBothimplicit

5.23.1 Description

This state is reached from the GetEndingPointLowConlf, if the ending point had a high confidence. This
state confirms the ending point implicitly.

5.23.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.23.3 Entry and Exit States

Entry States Exit States

5.21 GetEndingPointLowConf 5.26 EstimatedInfoCheck (non-rec)
5.19 GetStartingPoint

5.23.4 Initial Behavior

Condition Action Goto

- Concatenate: Continue with

StartingAt.wav Your starting point is: rec in this state

Choose appropriate starting location (city or hot spot; use Lo
version):

[CityLo.wav]
[HotSpotLo.wav]

EndingAt.wav Your ending point is:
Choose appropriate ending location (city or hot spot; use Lo
version):

[CityLo.wav]
[HotSpotLo.wav]

5.23.5 Grammar: ConfirmBothlmplicit

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
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Go back <action go_back>

Main menu <action main_menu>
5.23.6 Action
Slots Condition Action Goto

<action -- Canceled_TryAgain.wav  Okay, 5.19 GetStartingPoint

cancel> canceled. Let’s try that again...

NSP -- -- 5.26
EstimatedInfoCheck
(non-rec)

<action help> | -- Play the help prompt Continue with rec in
this state

<action -- -- 5.19 GetStartingPoint

go back>

<action -- -- 5.2 MainMenu

main_menu>

5.23.7 Error Behavior

None.

5.23.8 Help Behavior

Condition Action Goto
-- ConfirmBothImplicit help.wav Here’s some help. If Continue with
those locations are not what you want, say ‘stop’. If rec in this state.

they’re the right ones, just stay on the line and I’ll get you
the driving time.
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5.24 GetEndingPointHiConf

5.24.1 Description

This state is reached from the GetStartingPoint state, if there was high confidence. This state asks for the
ending point, and will confirm both in the next state.

5.24.2 Special Features

Universal Actions are active in this state.

5.24.3 Entry and Exit States

Entry States Exit States

5.19 GetStartingPoint 5.25 ConfirmBothExplicit
5.19 GetStartingPoint

5.24.4 Initial Behavior

Condition Action Goto
-- GetEndingPointHiConf_init.wavOkay, now for the Continue with
ending point. Tell me the name of a city or ‘hot spot’. rec in this state

5.24.5 Grammar: GetEndingPointHiConf

NL Slot Values
<city> [city]
<hot_spot> [hot spot]
Sample Expressions Slots Filled
Sunol Grade <hot_spot sunol grade>
Claremont Avenue <exit claremont_avenue>
5.24.6 Action
Slots Condition Action Goto
<city> -- -- 5.25
<hot_spot> ConfirmBothExplicit

5.24.7 Error Behavior

| Condition Action Goto
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n=1

Play randomized error for n=1.

Continue with rec
in this state.

n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
GetEndingPointHiConf _err2.wav  You can say a city
or ‘hot spot’ Say ‘help’ or press 0 for more info.
n=4 (max) Concatenate: 5.19
Universal Error Prompt for n=max. GetStartingPoint
Generic_maxerr.wav  Let’s back up.
5.24.8 Help Behavior
Condition Action Goto

GetEndingPointHiConf help.wav  Okay, help. You can
say either the name of a city, or a hot spot, as your starting
point. Examples of cities include Sunnyvale, Concord, or
Oakland. You can also tell me the name of a ‘hot spot’,
which includes things like Pac Bell Park, the MacArthur
Maze, and the Sunol Grade. Or if you’d like to start over,
say ‘Main Menu’. All right, what’s your ending point?

Continue with
rec in this state
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5.25 ConfirmBothExplicit

5.25.1 Description

This state is reached from the GetEndingPointHiConf, and explicitly confirms both starting and ending
point, since neither have been confirmed yet.

5.25.2 Special Features

Universal Actions are active in this state.

5.25.3 Entry and Exit States

Entry States Exit States

5.24 GetEndingPointHiConf 5.19 GetStartingPoint
5.26 EstimatedInfoCheck (non-rec)

5.25.4 Initial Behavior

Condition

Action

Goto

Concatenate:

StartingAt.wav Your starting point is:
Choose appropriate starting location (city or hot spot; use Lo
version):

[CityLo.wav]
[HotSpotLo.wav]

EndingAt.wav Your ending point is:
Choose appropriate ending location (city or hot spot; use Lo
version):

[CityLo.wav]
[HotSpotLo.wav]
WasThatRight.wav Was that right?

Continue with
rec in this state

5.25.5 Grammar: ConfirmEndingPoint

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yep <yes_no yes>
no <yes_no no>
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5.25.6 Action

Slots Condition Action Goto
<yes_no yes> -- -- 5.26
EstimatedInfoCheck
(non-rec)
<yes_no no> -- Randomize: 5.19 GetStartingPoint
Sorry_a.wav  OK, let’s go back.
Sorry_b.wav  Let’s try that
again.
Sorry c.wav  Let’s do that
again.
Add to skiplist, use N-Best

5.25.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
Choose appropriate starting location (city or hot spot; use Lo
version):
[CityLo.wav]
[HotSpotLo.wav]
Choose appropriate ending location (city or hot spot; use Lo
version):
[CityLo.wav]
[HotSpotLo.wav]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: 5.19
Universal Error Prompt for n=max. GetStartingPoint
Generic maxerr.wav  Let’s back up.
5.25.8 Help Behavior
Condition Action Goto

ConfirmBothExplicit_help.wav Okay, help. If that’s the
right starting and ending point, say ‘yes’. If either of them
is wrong, say ‘no’. To start over, say ‘Main Menu’.

Continue with
rec in this state.
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5.26 EstimatedinfoCheck (non-rec)

5.26.1 Description

This state is reached after a user has entered a starting and ending point for a route. It checks to see if
traffic is too heavy to give a report, or if only a portion of the route can be given. (This might happen in
cases where we recognize a city, but it’s not near any highways, so the system picks the closest point
instead).

5.26.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.26.3 Entry and Exit States

Entry States Exit States
5.23 ConfirmBothImplicit 5.27 TooMuchTraffic
5.25 ConfirmBothExplicit 5.28 PlayEstimatedInformation (non-rec)
5.20 ConfirmStartingPoint

5.26.4 Initial Behavior

Condition Action Goto
Traffic is too heavy | -- 527
TooMuchTraffi
c
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Complete Get city name that’s not available, and city name that’s 5.28
information is not available instead. PlayEstimatedl
available If starting point, concatenate: nformation
. (non-rec)

EstimatedError_spl.wav  Sorry, I don’t currently

have information for:

[city not available — use CityLo version]

EstimatedError_sp2.wav 1 do however have an

estimate starting in

[city available — use CityLo version]

If ending point, concatenate:

EstimatedError_spl.wav  Sorry, I don’t currently

have information for:

[city not available — use CityLo version]

EstimatedError_ep2.wav I do however have an

estimate ending in

[city available — use CityLo version]

If both, concatenate:

EstimatedError_spl.wav  Sorry, I don’t currently

have information for:

[starting city not available — use CityLo version]

to.wav to

[ending city not available — use CityLo version]

EstimatedError_ep2.wav I do however have an

estimate for

[starting city available — use CityLo version]

to.wav to

[ending city available — use CityLo version]

- -- 5.28
PlayEstimatedI
nformation
(non-rec)

5.26.5 Grammar:

None.

5.26.6 Action

None.

5.26.7 Error Behavior

None.

5.26.8 Help Behavior

None.
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5.27 TooMuchTraffic

5.27.1 Description

This state is reached during the EstimatedInfoCheck, when traffic is too heavy to give an estimate.

5.27.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.27.3 Entry and Exit States

Entry States

Exit States

5.26 EstimatedInfoCheck (non-rec)

5.15 Prelncidents
5.19 GetStartingPoint

5.27.4 Initial Behavior

Condition

Action

Goto

TooMuchTraffic_init.wav

Due to current heavy traffic | Continue with
conditions, I’m unable to give you an accurate estimate rec in this state
at this time. I’ll proceed with a traffic report for that
route. If you’d like to start over, say ‘Main Menu.’

5.27.5 Grammar: TooMuchTraffic

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.27.6 Action
Slots Condition Action Goto
<action - Canceled.wav Okay, canceled. 5.2 MainMenu
cancel>
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NSP -- - 5.15 Prelncidents

<action help> | -- Play the help prompt Continue with rec
in this state

<action - - 5.19
go_back> GetStartingPoint
<action - - 5.2 MainMenu

main_menu>

5.27.7 Error Behavior

None.

5.27.8 Help Behavior

Condition Action Goto
-- TooMuchTraffic_help.wav Here’s some help. Right Continue with
now, traffic’s too heavy for me to give you an accurate rec in this state.

time estimate. To go back and try another route, say
‘stop’. Or, just stay on the line, and I’ll give you the traffic
reports for that route.
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5.28 PlayEstimatedinformation (non-rec)

5.28.1 Description

This state is reached after a user has given a starting and ending point for a route. This state determines

if there are multiple routes or not.

5.28.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.28.3 Entry and Exit States

Entry States

Exit States

5.26 EstimatedInfoCheck (non-rec)
5.18 PostPlayTrafficIncidents

5.36 RefineStartingPoint

5.37 RefineEndingPoint

5.30 MultipleRoutes

5.29 EstimatedRoutelnformation

5.28.4 Initial Behavior

Condition Action Goto
Multiple routes -- 5.30
MultipleRoutes
One route - 5.29
EstimatedRoute
Information

5.28.5 Grammar:

None.

5.28.6 Action

None.

5.28.7 Error Behavior

None.

5.28.8 Help Behavior

None.
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5.29 EstimatedRoutelnformation

5.29.1 Description

This state is reached if there is only one route to play estimated info for, and plays the estimated time
before going to play traffic reports.

5.29.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.29.3 Entry and Exit States

Entry States Exit States

5.28 PlayEstimatedInformation (non-rec) 5.15 Prelncidents
5.19 GetStartingPoint
5.35 RefinePoint

5.29.4 Initial Behavior

| Condition Action Goto
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Retrieve estimated driving time

EstimatedRouteInformation_init.wav  Right now, the
estimated driving time for that route is

If estimate is less than an hour, play appropriate minute
prompt:

OneMinuteLo.wav one minute.
TwoMinutesLo.wav two minutes.

FiftyNineMinutesLo.wayv fifty-nine minutes.

If estimate is an even hour, and no minutes, play appropriate
prompt:

OneHourLo.wav  one hour.
TwoHoursLo.wav two hours.
ThreeHoursLo.wav three hours.
FourHoursLo.wav four hours.
FiveHoursLo.wav five hours.
SixHoursLo.wav  six hours.
SevenHoursLo.wav seven hours.
EightHoursLo.wav eight hours.
NineHoursLo.wav nine hours.
TenHoursLo.wav ten hours.

If estimate is more than ten hours:

MoreThanTenHours.wav  more than 10 hours.

If estimate is less than ten hours and in even hours and
minutes, cocatenate hour mid + minute lo

OneHourMid,wav one hour,
TwoHoursMid.wav two hours,
ThreeHoursMid.wav  three hours,
FourHoursMid.wav four hours,
FiveHoursMid.wav five hours,
SixHoursMid.wav six hours,
SevenHoursMid.wav  seven hours,
EightHoursMid.wav  eight hours,
NineHoursMid.wav nine hours,
TenHoursMid.wav ten hours,

OneMinuteLo.wav one minute.
TwoMinutesLo.wav two minutes.

FiftyNineMinutesLo.wav fifty-nine minutes.

5.15
Prelncidents

One route

5.29.5 Grammar: EstimatedRoutelnformation

| NL Slot

| Values
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<action> cancel, help, main_menu, go_back

Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go back>
Main menu <action main_menu>
5.29.6 Action
Slots Condition Action Goto
<action -- Canceled.wav Okay, canceled. 5.19
cancel> GetStartingPoint
NSP Ending point not | set flag TrafficMode= 5.15 Prelncidents
further refinable | potimatedDrivingTime
NSP Ending point is set flag MultipleRoutes = false 5.35 RefinePoint
further refinable
<action help> | -- Play the help prompt Continue with
rec in this state
<action -- -- 5.19
go_back> GetStartingPoint
<action -- -- 5.2 MainMenu
main_menu>

5.29.7 Error Behavior

None.

5.29.8 Help Behavior

Condition Action Goto
-- EstimatedRouteInformation_help.wav  OK, here’s some | Continue with
help. To hear that estimate again, say ‘repeat’. To go rec in this state.

back a step, say ‘back up’. To start over, say ‘Main
Menuw’. If you just stay on the line, I’ll get that estimate
for you.
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5.30 MultipleRoutes

5.30.1 Description

This state is reached after a user has given a starting and ending point for a route. This state places the
estimated driving time for 1, 2, or 3 routes.

5.30.2 Special Features

This states uses Hotword.

Universal Actions are NOT active in this state.

5.30.3 Entry and Exit States

Entry States Exit States

5.28 PlayEstimatedInformation (non-rec) 5.31 PreambleMultipleRoutes

5.19 GetStartingPoint
5.35 RefinePoint

5.30.4 Initial Behavior

Condition

Action Goto

If 2 routes, concatenate: Continue with

MultipleRoutes_two.wav  There are 2 possible routes. | T¢I this state

[first route]

MultipleRoutes_willtakeabout.wav will take about
[hours] [minutes]

MultipleRoutes_andtaking.wav and taking
[second route]

MultipleRoutes_willtakeabout.wav will take about
[hours] [minutes]

If 3 routes, conatenate:

MultipleRoutes_three.wav There are 3 possible routes.
[first route]

MultipleRoutes_willtakeabout.wav will take about
[hours] [minutes]

[second route]

MultipleRoutes_willtakeabout.wav will take about
[hours] [minutes]

MultipleRoutes_andthirdroute.wav and the third
route,
[route three]

MultipleRoutes_willtakeabout.wav will take about
[hours] [minutes]
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5.30.5 Grammar: MultipleRoutes

NL Slot Values
<action> cancel, help, go_back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.30.6 Action
Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, 5.19
cancel> canceled. Let’s try that again... GetStartingPoint
NSP Ending point not | -- 5.31
further refinable PreambleMultipleRo
utes
NSP Ending point is set flag MultipleRoutes = true 5.35 RefinePoint
further refinable
<action help> | -- Play the help prompt Continue with rec in
this state
<action -- -- 5.19
go_back> GetStartingPoint
<action -- -- 5.2 MainMenu
main_menu>
5.30.7 Error Behavior
None.
5.30.8 Help Behavior
Condition Action Goto

Continue with
rec in this state.

-- MultipleRoutes_help.wav  Okay, here’s some help. To
back up, say ‘stop’. To hear the estimate again, say
‘repeat’. If you stay on the line, I’ll give you the traffic for
those routes.
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5.31 PreambleMultipleRoutes

5.31.1 Description

This state is reached after a user has given a starting and ending point for a route and the route times have
been given. It gives instructions on navigating info.

5.31.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.31.3 Entry and Exit States

Entry States Exit States
5.30 MultipleRoutes 5.32 PreRoutelncidents
5.35 RefinePoint 5.19 GetStartingPoint

5.36 RefineStartingPoint
5.37 RefineEndingPoint

5.31.4 Initial Behavior

Condition Action Goto

-- PreambleMultipleRoutes_init.wav  Now I’ll tell you Continue with
the traffic incidents for these routes. Say ‘next route’ to | rec in this state.
skip to the next one, or say ‘stop’ if you’re through
listening

5.31.5 Grammar: PreambleMultipleRoutes

NL Slot Values
<action> cancel, help, go back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
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5.31.6 Action

Slots Condition Action Goto

<action -- Canceled_TryAgain.wav  Okay, 5.19

cancel> canceled. Let’s try that again... GetStartingPoint

NSP -- -- 5.32
PreRoutelncidents

<action help> | -- Play the help prompt Continue with rec
in this state

<action -- -- 5.19

go_back> GetStartingPoint

<action -- -- 5.2 MainMenu

main_menu>

5.31.7 Error Behavior

None.

5.31.8 Help Behavior

Condition Action Goto

-- PreambleMultipleRoutes.wav ~ Okay, here’s some help. Continue with
To go back, say ‘stop’. If you stay on the line, I’ll give you | rec in this state.
the traffic for those routes.
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5.32 PreRoutelncidents
5.32.1 Description

This state is reached during estimated driving time, and will play the # of incidents for multiple routes.

5.32.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are not active in this state.

5.32.3 Entry and Exit States

Entry States Exit States
5.31 PreambleMultipleRoutes 5.33 ConstructRoutelncident (non-rec)
5.34 PlayRoutelncident 5.19 GetStartingPoint
5.32.4 Initial Behavior
| Condition | Action Goto
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Prelncidents_10.wav
Prelncidents_11.wav
Prelncidents_12.wav
Prelncidents_13.wav
Prelncidents 14.wav
Prelncidents_15.wav
Prelncidents_16.wav
Prelncidents_17.wav
Prelncidents_18.wav
Prelncidents 19.wav
Prelncidents 20.wav

twenty incidents.

Prelncidents_init.wav

Retrieve # of incidents from the back-end
First play one of the following:

PreRoutelncidentsl.wav
PreRoutelncidents2.wav
PreRoutelncidents3.wav

Then concatenate with # of incidents prompt:

Prelncidents_1.wav We have one incident.
Prelncidents_2.wav We have two incidents.
Prelncidents_3.wav We have three incidents.
Prelncidents_4.wav We have four incidents.
Prelncidents_S.wav We have five incidents.
Prelncidents_6.wav We have six incidents.
Prelncidents_7.wav We have seven incidents.
Prelncidents_8.wav We have eight incidents.
Prelncidents_9.wav We have nine incidents.

Prelncidents MoreThan20.wav We have more than

And finally concatenate with:

‘stop’ if you’re all through listening, or say ‘next route’ to
hear the traffic report for the next one.

Continue with rec
in this state.

For route one
For route two
For route three

We have ten incidents.

We have eleven incidents.
We have twelve incidents.
We have thirteen incidents.
We have fourteen incidents.
We have fifteen incidents.
We have sixteen incidents.
We have seventeen incidents.
We have eighteen incidents.
We have nineteen incidents.
We have twenty incidents.

Remember, you can always say

5.32.5 Grammar: MultipleRoutes

NL Slot Values

<action> cancel, stop, main_menu, help, go_back
Sample Expressions Slots Filled

Stop! <action stop>
Cancel <action cancel>
Help <action help>
Go back <action go back>
Main menu <action main_menu>
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5.32.6 Action

Slots Condition Action Goto
<action Canceled_TryAgain.wav  Okay, 5.19
cancel> canceled. Let’s try that again... GetStartingPoint
<action stop> Stopped.wav  Okay, stopped. 5.19
GetStartingPoint
NSP -- 533
ConstructRoutelnci
dent (non-rec)
<action help> Play the help prompt Continue with rec
in this state
<action -- 5.19
go_back> GetStartingPoint
<action -- 5.2 MainMenu
main_menu>
5.32.7 Error Behavior
None.
5.32.8 Help Behavior
Condition Action Goto
-- PreRoutelncidents helps.wav  Okay, here’s some help. Continue with

To go back, say ‘stop’. If you stay on the line, I’ll give you | rec in this state.

the traffic for those routes.
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5.33 ConstructRoutelncident (non-rec)

5.33.1 Description

This state is reached from the PreRoutelncidents state. It will retrieve incident information from the
back-end and construct a playable traffic incident by concatenating appropriate prompts. This state is
also reached after an incident has been played, and there is another one.

This behavior is described in a separate document.

5.33.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.33.3 Entry and Exit States

Entry States Exit States

5.32 PreRoutelncidents 5.34 PlayRoutelncident
5.34 PlayRoutelncident

5.33.4 Initial Behavior

Condition Action Goto

-- Retrieve latest incident information and construct 5.34 PlayRoutelncident
incident prompt.

5.33.5 Grammar:

None.

5.33.6 Action

None.

5.33.7 Error Behavior

None.

5.33.8 Help Behavior

None.
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5.34 PlayRoutelncident

5.34.1 Description

This state is reached from the from the Construct Route Incident state, and plays the incident prompt that
was put together.

5.34.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.34.3 Entry and Exit States

Entry States Exit States

5.33 ConstructRoutelncident (non-rec) 5.18 PostPlayTrafficIncidents
5.32 PreRoutelncidents

5.33 ConstructRoutelncident (non-rec)

5.34.4 Initial Behavior

Condition Action Goto

-- play traffic incident prompt Continue with
rec in this state

5.34.5 Grammar: PlayRoutelncident

NL Slot Values
<action> stop, help, next, repeat, cancel, main_menu, go_back
Sample Expressions Slots Filled
Stop <action stop>
next route <action next>
Help <action help>
Repeat <action repeat>
Cancel <action cancel>
Main menu <action main_menu>
Go back <action go_back>
5.34.6 Action
Slots Condition Action Goto
<action next> | More routes If there are two routes left: 532

NextRoute.wav Okay, next route... PreRoutelncidents

If there is only one route left:

LastRoute.wav Okay, last route...
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<action next>

No more routes

PlayIncident_thatsall.wav That’s

5.18

all I have right now. PostPlayTrafficIncid

set TrafficMode=EstimatedDrivingTime | ents

<action stop> | -- Stopped.wav  Okay, stopped. 5.18
set TrafficMode=EstimatedDrivingTime | PostPlayTrafficIncid

ents

<action help>

play help prompt

Continue with rec in
this state

main_menu>

<action -- play traffic incident prompt Continue with rec in
repeat> this state
<action -- -- 5.2 MainMenu

routes

NextRoute.wav Okay, next route...
If there is only one route left:

LastRoute.wav Okay, last route...

<action -- Canceled.wav Okay, canceled. 5.18
cancel> PostPlayTrafficIncid
ents
<action -- Decrement incident counter (to play 5.33
go_back> previous incident) ConstructRouteIncid
ent (non-rec)
NSP There is more Play TTS prompt of more information Continue with rec in
information this state
available for this
incident
NSP There are more -- 5.33
incidents for this ConstructRouteIncid
route ent (non-rec)
NSP No more PlayIncident_thatsall.wav  That’s 5.18
incidents; no more | all I have right now. PostPlayTrafficIncid
routes set TrafficMode=EstimatedDrivingTime | ents
NSP No more If there are two routes left: 5.32
incidents; more PreRoutelncidents

5.34.7 Error Behavior

None.

5.34.8 Help Behavior

Condition

Action

Goto

PlayIncident_help.wav Okay, help. If you’re through

listening to traffic incidents, say ‘stop’. To start over, say

‘Main Menu’. I’ll repeat the last incident now.
play traffic incident prompt

Continue with
rec in this state.
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5.35 RefinePoint

5.35.1 Description

This state is reached after a cakker has heard an estimated driving time, and they application has the
ability to refine the estimate further if the caller so desires (for example, if the caller has chosen San
Francisco as a starting or ending point, the application can use a more exact point within San Francisco
and re-do the estimate).

5.35.2 Special Features

Universal Actions are active in this state.

5.35.3 Entry and Exit States

Entry States

Exit States

5.30 MultipleRoutes

5.29 EstimatedRouteInformation

5.15 Prelncidents

5.31 PreambleMultipleRoutes
5.36 RefineStartingPoint

5.37 RefineEndingPoint

5.35.4 Initial Behavior

Condition

Action

Goto

Concatenate:

RefinePoint.wav
refined estimate?

Would you like to get a more

Continue with
rec in this state

5.35.5 Grammar: RefinePoint

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yep <yes_no yes>
no <yes_no no>
5.35.6 Action
Slots Condition Action Goto

<yes_no yes> | The starting point can be
refined

5.36 RefineStartingPoint
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<yes_no yes> | The starting point can’t be

refined but the ending

set flag BothPoints =
FALSE

5.37 RefineEndingPoint

MultipleRoutes=TRUE

point can

<yes_no no> | flag Okay.wav Okay. 5.15 Prelncidents
MultipleRoutes=FALSE

<yes_no no> | flag Okay.wav Okay. 5.31

PreambleMultipleRoutes

5.35.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n= Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
RefinePoint_err2.wav Do you want to get a more
accurate driving estimate?
n=3 (max); Concatenate: 5.15 Prelncidents
flag MultipleRoutes= | Universal Error Prompt for n=max.
FALSE RefinePoint_maxerr.wav  Sorry I’m having
trouble. I’ll just go ahead and play the incidents.
m=3 (max); Concatenate: 5.31
flag MultipleRoutes= | Universal Error Prompt for n=2. PreambleMultiple
TRUE . . Routes
RefinePoint_maxerr.wav  Sorry I’m having
trouble. I’ll just go ahead and play the incidents.

5.35.8 Help Behavior

Condition

Action

Goto

RefinePoint_help.wav  Okay, help. Because you chose a
location that has more than one possible driving time
estimate, I can give you another estimate with a more
specific location. If you want to do that, say ‘yes’. If not,
say ‘no’, and I’ll tell you about any traffic for that route.
By the way, you can always say ‘Main Menu’.

Continue with
rec in this state.
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5.36 RefineStartingPoint

5.36.1 Description

This state is reached from the state RefinePoint, where a user has chosen to narrow down their estimate
driving time. In this state, several points within that starting point are listed for the caller to choose from.
For example, if the caller’s starting point was San Francisco, they might be able to choose from 4" street,
Pac Bell Park, Highway 101, or the 280 interchange. Once they’ve chosen one, the system will check to
see if the ending point can be refined as well, and then give a new estimate based on the new
information.

5.36.2 Special Features

Universal Actions are active in this state.

5.36.3 Entry and Exit States

Entry States Exit States

5.35 RefinePoint 5.37 RefineEndingPoint

5.28 PlayEstimatedInformation (non-rec)
5.15 Prelncidents

5.31 PreambleMultipleRoutes

5.36.4 Initial Behavior

Condition Action Goto

-- Get list of points for this starting point from back-end Continue with

Concatenate: rec in this state

RefineStartingPoint_init.wav  Okay, to refine your
starting point, you can choose from any of the following:
[list points]

RefineStartingPoint_init2.wav Which one would you
like?

5.36.5 Grammar: RefineStartingPoint: [dynamic based on starting point]

NL Slot Values
<point> [point for this starting point]
Sample Expressions Slots Filled
Pac Bell Park <point pac_bell park>
Fourth street <point fourth_street>
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5.36.6 Action

the future you can say that
directly when asked for your
starting location. Now I’ll give
you the updated estimate.

Slots Condition Action Goto
<point> Ending point can be set flag BothPoints = TRUE 537
refined RefineEndingPoint
<point> Ending point can’t be | FinishedRefining_ Starting.wav | 5.28
refined All right. By the way, in PlayEstimatedInform

ation (non-rec)

5.36.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
RefineStartingPoint_err2.wav  Say the name of the one
you’d like:
[list points]
n=4 (max); Concatenate: 5.15
flag Universal Error Prompt for n=max. Prelncidents
MultipleRoutes= RefinePoint_maxerr.wav  Sorry I’m having trouble. I’ll
FALSE just go ahead and play the incidents.
m=4 (max); Concatenate: 5.31
flag Universal Error Prompt for n=max. f’rle{amtbleMultlp
: - eRoutes
MultipleRoutes= RefinePoint_maxerr.wav  Sorry I’m having trouble. I’ll
TRUE just go ahead and play the incidents.
5.36.8 Help Behavior
Condition Action Goto

RefineStartingPoint_help.wav  Okay, help. By the way,
to go back to the top, just say ‘Main Menu’. I can get you
a more precise driving time estimate if you choose one of
the points I’ve listed that are in your starting city. I’ll play
the list again:

[list points]

Continue with
rec in this state.
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5.37 RefineEndingPoint

5.37.1 Description

This state is reached from when the ending point the caller has chosen can be refined. It may be called
after the caller has already refined the starting point, or directly from RefinePoint. In this state, several
points within that ending point are listed for the caller to choose from. For example, if the caller’s ending
point was San Francisco, they might be able to choose from 4" street, Pac Bell Park, Highway 101, or the
280 interchange. Once they’ve chosen one, the system will give a new estimate based on the new

information.

5.37.2 Special Features

Universal Actions are active in this state.

5.37.3 Entry and Exit States

Entry States Exit States
5.35 RefinePoint 5.28 PlayEstimatedInformation (non-rec)
5.36 RefineStartingPoint 5.15 Prelncidents
5.31 PreambleMultipleRoutes

5.37.4 Initial Behavior

Condition Action Goto
flag BothPoints = Get list of points for this ending point from back-end Continue with
FALSE Concatenate: rec in this state

RefineEndingPoint_init.wav I can refine your ending

location if you choose from any of the following:

[List points]

RefineEndingPoint_init2.wav ~ Which one would you

like?
flag BothPoints = Get list of points for this ending point from back-end Continue with
TRUE Concatenate: rec in this state

RefineEndingPoint_init3.wav I can also refine your

ending location. Choose from one of the following:

[list points]

RefineEndingPoint_init4d.wav ~ Which one would you

like?

5.37.5 Grammar: RefineEndingPoint: [dynamic based on starting point]

NL Slot

Values

<point>

[point for this starting point]

Sample Expressions | Slots Filled
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Pac Bell Park

<point pac_bell park>

Fourth street

<point fourth_street>

5.37.6 Action
Slots Condition Action Goto
<point> flag BothPoints = FinishedRefining One.wav All right. 5.28
FALSE By the way, in the future you can say PlayEstimatedInform
that directly when asked for your ation (non-rec)
ending location. Now I’ll give you the
updated estimate.
<point> flag BothPoints = FinishedRefining Both.wav All right. 5.28
TRUE By the way, in the future you can say PlayEstimatedInform
either one of those when asked for your | ation (non-rec)
starting and ending locations. Now I’ll
give you the updated estimate.
5.37.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
RefineStartingPoint_err2.wav  Say the name of the one
you’d like:
[list points]
n=4 (max); Concatenate: 5.15
flag Universal Error Prompt for n=max. Prelncidents
MultipleRoutes= | RefinePoint_maxerr.wav Il just go ahead and play the
FALSE incidents.
m=4 (max); Concatenate: 5.31
flag Universal Error Prompt for n=2. f r}elamtbleMultlp
: - eRoutes
MultipleRoutes= | RefinePoint_maxerr.wav  Sorry ’m having trouble. I’ll
TRUE just go ahead and play the incidents.

5.37.8 Help Behavior

| Condition

Action
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- Concatenate:

RefineEndingPoint_help.wav ~ Okay, help. By the way,
to go back to the top, just say ‘Main Menu’. I can get you
a more precise driving time estimate if you choose one of
the points I’ve listed that are in your ending city. I’ll play
the list again:

[list points]

Continue with
rec in this state.
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|Public Transportation States\

5.38 GetTransitAgency

5.38.1 Description

This state is reached from the Main Menu or Public Transportation Menu, when a caller has asked for

transit agencies.

5.38.2 Special Features

Universal Actions are active in this state.

5.38.3 Entry and Exit States

Entry States Exit States

5.2 MainMenu

5.1 Welcome

5.3 WhatAreMyChoices

5.45 ConfirmAgency
5.47 TransferAgencyOperator
5.48 PlayMenuOptions

5.54 GetParaTransitAgency

5.536 PublicTransportationMenu 5.45 ConfirmAgency
5.39 GetStartingCity 5.39 GetStartingCity
5.42 GetCityAgency

5.536 PublicTransportationMenu

5.38.4 Initial Behavior

Condition

Action

Goto

First entry

Check for floodgate message and play if available

GetTransitAgency_init.wav Tell me the name of the
transit agency, or, if you’re not sure, say ‘I don’t know’.

Continue with
rec in this state

All re-entries

GetTransitAgency_initl.wav Tell me the name of the
transit agency you’d like, or, if you’re not sure, say ‘I
don’t know’.

Continue with
rec in this state

5.38.5 Grammar: GetTransitAgency

NL Slot

Values

<agency>

[agency name], dont_know, paratransit

Sample Expressions Slots Filled

I’d like BART

<agency bart>

The Dumbarton Express

<agency dumbarton_express>
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I don’t know!

<agency dont_know>

ParaTransit <agency paratransit>
5.38.6 Action
Slots Condition Action Goto
<agency dont_know> | -- -- 5.39 GetStartingCity
<agency paratransit> -- ParaTransitwav  Okay, 5.54 GetParaTransitAgency
ParaTransit...
<agency> -- -- 5.45 ConfirmAgency
(All other slot values)
5.38.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
GetTransitAgency_err2.wavSay the name of a transit
agency, or say ‘I don’t know’.
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=4 (max) Concatenate: 5.536
Universal Error Prompt for n=max. PublicTransportati
onMenu
Generic_ maxerr.wav  Let’s back up.
5.38.8 Help Behavior
Condition Action Goto

GetTransitAgency help.wavOkay, here’s some help. Say
the name of a Bay Area public transportation agency, like
AC _Transit, BART, or MUNI. If you’re not sure, say ‘I
don’t know’ and I’ll help you find out. You can always
say ‘Main Menu’ to start over. What would you like?

Continue with
rec in this state
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5.39 GetStartingCity

5.39.1 Description

This state is reached from the GetTransitAgency state, when a caller has said ‘I don’t know’. They can
say a city or county and that will be mapped to a list of transit agencies.

5.39.2 Special Features

Universal Actions are active in this state.

5.39.3 Entry and Exit States

Entry States Exit States

5.38 GetTransitAgency

5.41 ConfirmCity

5.44 TransferOneAgency

5.38 GetTransitAgency

5.40 ConfirmCityExplicit 5.41 ConfirmCity

5.40 ConfirmCityExplicit

5.39.4 Initial Behavior

Condition

Action

Goto

First entry

GetStartingCity_init.wav  Okay...what city will be
you be traveling from? <2.5 second pause> You can also
say the name of a county.

Continue with
rec in this state

All re-entries

GetStartingCity_initl.wav Tell me the name of the
starting city. <2.5 second pause> Or, you can also say
the name of a county.

Continue with
rec in this state

5.39.5 Grammar: GetStartingCity

NL Slot Values

<city> [city]
<county> [county]

Sample Expressions Slots Filled
Pleasant Hill <city pleasant_hill>
I’1l be travelling from Daly City <city daly_city>
San Francisco <city san_francisco>
Contra Costa <county contra_costa>

5.39.6 Action

| Slots Condition Action
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5.39.7 Error Behavior

<city> or | Conf. threshold > -- 5.41 ConfirmCity
<county> MAX [85]
<city> or | REJECT < Conf. -- 5.40
<county> Threshold < MAX ConfirmCityExplicit
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
GetStartingCity_err2.wav Say the name of the city
you’re starting from. You can also say the county
name.
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: 5.38
Universal Error Prompt for n=max. GetTransitAgency
Generic_ maxerr.wav  Let’s back up.

5.39.8 Help Behavior

Condition

Action

Goto

GetStartingCity _help.wav Okay, help. Say the name of

the city you need information on public transportation for.

You can also say the name of the county, such as Contra

Costa. If you want to go back to the top, say ‘Main Menu’.

Continue with
rec in this state.
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5.40 ConfirmCityExplicit

5.40.1 Description

This state is reached from the GetStartingCity state, where a caller has said the name of a city in order to
find a public transportation agency. This state is reached only if the confidence was low

5.40.2 Special Features

Universal Actions are active in this state.

5.40.3 Entry and Exit States

Entry States

Exit States

5.39 GetStartingCity

5.39 GetStartingCity
5.42 GetCityAgency
5.44 TransferOneAgency

5.40.4 Initial Behavior

Condition

Action

Goto

Concatenate:
[city/county — use Lo version]
WasThatRight.wav Was that right?

Continue with
rec in this state

5.40.5 Grammar: ConfirmCityExplicit

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yep <yes_no yes>
no <yes_no no>
5.40.6 Action
Slots Condition Action Goto
<yes_no yes> Multiple -- 5.42 GetCityAgency
agencies
for this
city
<yes_no yes> One -- 5.44 TransferOneAgency
agency for
this city
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<yes_no no> -- Randomize: 5.39 GetStartingCity
Sorry_a.wav  OK, let’s go
back.
Sorry_b.wav  Let’s try that
again.
Sorry c.wav  Let’s do that
again.
Add to skiplist, use N-Best
5.40.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec in
this state.
n= Concatenate: Continue with rec in
Universal Error Prompt for n=2. this state
[city/county — use Lo version]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time
to hear a list of touch-tone commands. What would
you like?
n=3 (max) Concatenate: 5.39 GetStartingCity
Universal Error Prompt for n=max.
Generic maxerr.wav  Let’s back up.

5.40.8 Help Behavior

Condition

Action

Goto

Concatenate:

ConfirmCityExplicit_help.wav Okay, help. I heard:
[city/county — use Lo version]

ConfirmCityExplicit_helpl.wav If that’s right, say ‘yes’.

If it’s wrong, say ‘no’. To start over, say ‘Main Menu’.

Continue with
rec in this state.
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5.41 ConfirmCity

5.41.1 Description

This state is reached from the GetStartingCity state, if what the user has said is high confidence.

5.41.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.41.3 Entry and Exit States

Entry States

Exit States

5.39 GetStartingCity

5.44 TransferOneAgency
5.42 GetCityAgency
5.39 GetStartingCity

5.41.4 |Initial Behavior

Condition

Action

Goto

[city/county — use Lo version]

Continue with
rec in this state

5.41.5 Grammar: ConfirmCity

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.41.6 Action
Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, 5.39
cancel> canceled. Let’s try that again... GetStartingCity
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NSP Multiple agencies | -- 5.42

for this city GetCityAgency
NSP Only one agency -- 5.44
for this city TransferOneAg
ency
<action help> | -- Play the help prompt Continue with
rec in this state
<action -- -- 5.39
go_back> GetStartingCity
<action -- -- 5.2 MainMenu

main_menu>

5.41.7 Error Behavior

None.

5.41.8 Help Behavior

Condition Action Goto
-- ConfirmCity help.wav OK, help. If that’s the wrong Continue with
one, say ‘stop’. If it’s the right one, just stay on the line. rec in this state.
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5.42 GetCityAgency

5.42.1 Description

This state is reached after a caller has confirmed the name of the city for a public transportation agency.
There are more than one agencies for this city so the caller will choose one here, or say ‘I don’t know’ if

they’re still not sure.

5.42.2 Special Features

Universal Actions are active in this state.

5.42.3 Entry and Exit States

Entry States Exit States
5.41 ConfirmCity 5.43 TransferAgencyMessage
5.40 ConfirmCityExplicit 5.45 ConfirmAgency
5.43 TransferAgencyMessage 5.38 GetTransitAgency

5.42.4 |Initial Behavior

Condition

Action Goto

First entry

Concatenate: Continue with

GetCityAgency_init.wav ~ We’ve got more than one rec in this state

agency there:
[City/CountyAgencies.wav - list agencies prompt for this
city/county from back-end]

GetCityAgency_initl.wav  Say the name of the one
you’d like, or, if you’re not sure, say ‘I don’t know’.

All re-entries

Concatenate: Continue with

GetCityAgency init2.wav  We’ve got more than one rec in this state

agency in

[city/county — use Lo version]

[City/CountyAgencies.wav - list agencies prompt for this
city/county from back-end]

GetCityAgency_initl.wav  Say the name of the one

you’d like, or, if you’re not sure, say ‘I don’t know’.

5.42.5 Grammar: GetCityAgency

NL Slot

Values

<agency>

[agency name], dont_know

Sample Expressions Slots Filled

Golden Gate Transit

<agency gg transit>

Richmond Ferry

<agency richmond_ferry>
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Amtrak <agency amtrak>

I dunno <agency don’t _know>
5.42.6 Action
Slots Condition Action Goto
<agency dont know> | -- -- 5.43 TransferAgencyMessage
<agency> -- -- 5.45 ConfirmAgency
All agency names

5.42.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with rec
in this state.

n=2 Concatenate: Continue with rec

Universal Error Prompt for n=2 in this state

GetCityAgency err2a.wav Here’s the list of agencies:
[City/CountyAgencies.wav — list of agencies].

GetCityAgency_err2b.wav  Which one would you like?
<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you

like?
n=3 (max) Concatenate: 5.38
Universal Error Prompt for n=max. GetTransitAgency
Generic maxerr.wav  Let’s back up.
5.42.8 Help Behavior
Condition Action Goto
-- Concatenate: Continue with

GetCityAgency help.wav  Okay, here’s some help. By rec in this state.

the way, to start over, you can say ‘Main Menu’. There’s
more than one agency in
[city/county — use Lo version]

GetCityAgency help2.wav D’ll need to have you choose
one. You can also say ‘I don’t know’ if you’re not sure
which one. Here’s the list:
[City/CountyAgencies.wav - list agencies prompt for this
city/county from back-end]

GetCityAgency_help3.wav To hear the list again, say
‘repeat’.
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5.43 TransferAgencyMessage

5.43.1 Description

This state is reached from the GetCityAgency state, when the caller has said ‘I don’t know’ after hearing
the list of agencies for that city.

5.43.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.43.3 Entry and Exit States

Entry States Exit States
5.42 GetCityAgency Transfer to agency operator
5.42 GetCityAgency
5.43.4 Initial Behavior
Condition Action Goto
-- TransferAgencyMessage init.wav  Okay, let’s try this: | Continue with
the most common one is: rec in this state

[agency name — use Lo version]

TransferAgencyMessage initl.wav I’ll transfer you to
that one now, unless you say ‘stop’ or press 1.

5.43.5 Grammar: TransferAgencyMessage

NL Slot Values
<action> cancel, help, go_back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.43.6 Action
| Slots Condition Action Goto
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5.43.7 Error Behavior

5.43.8 Help Behavior

<action Canceled_GoBack.wav Okay, canceled. 5.42

cancel> Let’s back up. GetCityAgency

NSP -- Transfer to
agency operator

<action help> Play the help prompt Continue with
rec in this state

<action -- 5.42

go_back> GetCityAgency

<action -- 5.2 MainMenu

main_menu>

None.
Condition Action Goto

Concatenate:

TransferAgencyMessage helpl.wav Here’s some help.
For that city, the most common agency is:
[agency — use Lo version].

TransferAgencyMessage help2.wav If you don’t want to
be transferred , say ‘stop’. If you stay on the line, I’ll
transfer you there now.

Continue with
rec in this state.
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5.44 TransferOneAgency

5.44.1 Description

This state is reached after the caller has confirmed the city, and there’s only one public transportation

agency for that city.

5.44.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.44.3 Entry and Exit States

Entry States Exit States

5.41 ConfirmCity

5.39 GetStartingCity

5.40 ConfirmCityExplicit 5.46 CreateAgencyMenu (non-rec)

5.44 .4 |Initial Behavior

Condition

Action

Goto

TransferOneAgency_init.wav  There’s only one
agency for that city:
[agency —use Lo version]

TransferOneAgency_initl.wav [I’ll take you there now,
unless you say ‘stop’ or press 1.

Concatenate Continue with
rec in this state

5.44.5 Grammar: ConfirmLocation

NL Slot Values

<action> cancel, main_menu, go_back, help
Sample Expressions Slots Filled

Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
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5.44.6 Action

Slots Condition Action Goto

<action -- Canceled_GoBack.wav Okay, canceled. 5.39

cancel> Let’s back up. GetStartingCity

NSP -- -- 5.46
CreateAgencyM
enu (non-rec)

<action help> | -- Play the help prompt Continue with
rec in this state

<action -- -- 5.39

go_back> GetStartingCity

<action -- -- 5.2 MainMenu

main_menu>

5.44.7 Error Behavior

None.

5.44.8 Help Behavior

Condition Action Goto
-- TransferOneAgency help.wav Okay, help. If you don’t | Continue with
want me to transfer you, say ‘stop’. Or stay on the line rec in this state.
and I’ll take you there.
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5.45 ConfirmAgency

5.45.1 Description

This state is reached from the GetTransitAgency state, if the caller has given an agency name, or, from
the GetCityAgency state.

5.45.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.45.3 Entry and Exit States

Entry States Exit States
5.42 GetCityAgency 5.38 GetTransitAgency
5.38 GetTransitAgency 5.46 CreateAgencyMenu (non-rec)
5.45.4 |Initial Behavior
Condition Action Goto
-- AllrightComma.wav  All right, Continue with
[agency name — Lo version] rec in this state

5.45.5 Grammar: ConfirmAgency

NL Slot Values
<action> cancel, help, main_menu, go_back
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.45.6 Action
Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, 5.38
cancel> canceled. Let’s try that again... GetTransitAgency
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NSP -- 5.46
CreateAgencyMenu
(non-rec)
<action help> Play the help prompt Continue with rec in
this state
<action -- 5.38
go_back> GetTransitAgency
<action -- 5.2 MainMenu
main_menu>
5.45.7 Error Behavior
None.
5.45.8 Help Behavior
Condition Action Goto

ConfirmAgency_help.wav Here’s some help. If that’s
the wrong agency, say ‘stop’. Or just stay on the line and

I’ll transfer you.

Continue with
rec in this state.
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5.46 CreateAgencyMenu (non-rec)

5.46.1 Description

This state is reached from the Main Menu or Public Transportation Menu when someone’s requested a
specific transit agency.

5.46.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.46.3 Entry and Exit States

Entry States Exit States

5.2 MainMenu

5.1 Welcome

5.44 TransferOneAgency
5.45 ConfirmAgency

5.47 TransferAgencyOperator

5.3 WhatAreMyChoices 5.48 PlayMenuOptions
5.5 PublicTransportationMenu

5.46.4 Initial Behavior

Condition Action Goto
No menu options Check for floodgate message and play if available 5.47
. TransferAgency
Operator
Menu options Check for floodgate message and play if available 5.48
_ PlayMenuOptio
ns

5.46.5 Grammar:

None.

5.46.6 Action

None.

5.46.7 Error Behavior

None.

5.46.8 Help Behavior

None.
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5.47 TransferAgencyOperator

5.47.1 Description

This state is reached from the CreateAgencyMenu state, if the agency has no menu options. It’s a direct
transfer to the agency operator.

5.47.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.47.3 Entry and Exit States

Entry States Exit States

5.46 CreateAgencyMenu (non-rec) 5.38 GetTransitAgency

Transfer to agency operator

5.47.4 Initial Behavior

Condition Action Goto
-- TransferAgencyOperator_init.wav I’ll go ahead and Continue with
transfer you to the operator now. If you don’t want to rec in this state
be transferred, say ‘stop’ or press 1.

5.47.5 Grammar: TransferAgencyOperator

NL Slot Values
<action> cancel, help, go_back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Main Menu <action main_menu>
Help <action help>
Go back <action go_back>
5.47.6 Action
| Slots Condition Action Goto
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<action -- Canceled_MainMenu .wav Okay, 5.38

cancel> canceled. Say ‘Main Menu’ to start over, | GetTransitAgen
or stay on the line, and we’ll back up. cy

NSP -- -- Transfer to
agency operator

<action help> | -- Play the help prompt Continue with
rec in this state

<action -- -- 5.38

go_back> GetTransitAgen
cy

<action -- -- 5.2 MainMenu

main_menu>

5.47.7 Error Behavior

None.

5.47.8 Help Behavior

Condition Action Goto

- Concatenate: Continue with

TransferAgency Operator_help.wav Here’s some help. If | I¢ in this state.

you don’t want to be transferred to
[agency — use Mid version]

TransferAgency_Operator_helpl.wav  say stop. If you
stay on the line, I’ll transfer you there now.
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5.48 PlayMenuOptions

5.48.1 Description

This state is reached after a caller has chosen a transit agency that has multiple menu options. This is
dynamic; the back-end pulls the agency prompt menu and grammar, and all phone numbers for transfers.
If the agency has more than 5 or 6 options, they’re broken down into two sets. The caller will hear the
most frequently requested items up front, then will be asked to say ‘more options’ to hear the rest.

5.48.2 Special Features

Universal Actions are active in this state.

5.48.3 Entry and Exit States

Entry States

Exit States

5.49 Transfer

5.46 CreateAgencyMenu (non-rec)

5.50 PlayRecordedMessage
5.51 Servicelnterruptions
5.53 PlayTransitIncident

5.49 Transfer

5.75 GetRoute

5.72 GetBARTStation

5.51 Servicelnterruptions
5.50 PlayRecordedMessage
5.38 GetTransitAgency

5.48.4 Initial Behavior

Condition

Action

Goto

[play menu prompt — Agency MenuOptions] Continue with

rec in this state

5.48.5 Grammar: PlayMenuOptions [dynamic]

NL Slot

Values

<action>

transfer, next_bus, next_train, service_interruptions, recording

Sample Expressions

Slots Filled

I’d like schedules and fares please

<action recording>

Get me customer service

<action transfer>

Umm, lost and found

<action transfer>

Tell me about elevator status

<action recording>

Next bus <action next_bus>
Schedules <action recording>
Next train <action next train>

Service interruptions

<action service interruptions>
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5.48.6 Action

Slots Condition Action Goto
<action transfer> -- set TransitType = Public | 5.49 Transfer
<action next bus> -- -- 5.75 GetRoute
<action next_train> -- -- 5.72 GetBARTStation
<action service interruptions> -- -- 5.51
Servicelnterruptions
<action recording> -- set TransitType = Public | 5.50
PlayRecordedMessage
<action more options> -- [play the rest of the Continue with rec in
options — this state
Agency MenuOptionsM
ore.wav]
5.48.7 Error Behavior
Condition Action Goto
=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
PlayMenyOptions_err2.wav Tell me your choice, or say
‘repeat’ to hear all the choices again.
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=4 (max) Concatenate: 5.38
Universal Error Prompt for n=max. GetTransitAgency
Generic maxerr.wav  Let’s back up.
5.48.8 Help Behavior
Condition Action Goto

PlayMenuOptions_help.wav Okay, help. If you want to
start over, you can say ‘Main Menu’ at any time. Here’s
the list of choices again:

[play menu prompt — Agency MenuOptions.wav]

Continue with
rec in this state.
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5.49 Transfer

5.49.1 Description

This state is reached from the PlayMenuOptions state, if the caller has requested a menu item that will
transfer them to an operator.

5.49.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.49.3 Entry and Exit States

Entry States Exit States
5.48 PlayMenuOptions Transfer to phone number
5.57 PlayParaTransitMenuOptions 5.48 PlayMenuOptions
5.57 PlayParaTransitMenuOptions

5.49.4 |Initial Behavior

Condition Action Goto
-- [play appropriate transfer prompt for this transfer — Continue with
Agency OptionTransfer.wav] rec in this state

5.49.5 Grammar: Transfer

NL Slot Values
<action> cancel, help, go_back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go back>
Main menu <action main_menu>
5.49.6 Action
| Slots Condition Action Goto
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<action ConfirmationType | Canceled_GoBack.wav Okay, 5.48

cancel> = Public canceled. Let’s back up. PlayMenuOptions

<action ConfirmationType | Canceled_GoBack.wav Okay, 5.57

cancel> = Para canceled. Let’s back up. PlayParaTransitMen
uOptions

NSP -- -- Transfer to given

phone number

<action help> | -- Play the help prompt Continue with rec in
this state
<action -- -- 5.48
go back> PlayMenuOptions
<action -- -- 5.2 MainMenu
main_menu>
5.49.7 Error Behavior
None.
5.49.8 Help Behavior
Condition Action Goto

Continue with
rec in this state.

-- Transfer_help.wav Here’s some help. If you don’t want
to be transferred [PROSODY], say ‘stop’. If you stay on
the line, I’ll go ahead and transfer you now.
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5.50 PlayRecordedMessage

5.50.1 Description

This state is reached from the PlayMenuOptions state when the menu option the caller has requested is
just to play a recorded message. Afterwards it checks to see if the survey feature is on, and if not goes

back to the agency’s menu

5.50.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.50.3 Entry and Exit States

Entry States

Exit States

5.48 PlayMenuOptions
5.57 PlayParaTransitMenuOptions

5.88 AskForParticipation
5.48 PlayMenuOptions
5.57 PlayParaTransitMenuOptions

5.50.4 Initial Behavior

Condition

Action

Goto

-- Play the recorded message

Continue with
rec in this state

5.50.5 Grammar: PlayRecordedMessage

NL Slot Values
<action> cancel, help, go back, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go back>
Main menu <action main_menu>
5.50.6 Action
| Slots Condition Action Goto
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<action ConfirmationType | Canceled_GoBack.wav Okay, 5.48
cancel> = Public canceled. Let’s back up. PlayMenuOptions
<action ConfirmationType | Canceled_GoBack.wav Okay, 5.57
cancel> = Para canceled. Let’s back up. PlayParaTransitMen
uOptions
NSP Survey is on -- 5.88
AskForParticipation
NSP Survey is not on -- 5.48
ConfirmationType PlayMenuOptions
= Public
NSP Survey is not on 5.57
ConfirmationType PlayfaraTran31tMen
= Para uOptions
<action help> | -- Play the help prompt Continue with rec in
this state
<action -- -- 5.48
go_back> PlayMenuOptions
<action ConfirmationType | -- 5.57
go_back> = Public PlayParaTransitMen
uOptions
<action ConfirmationType | -- 5.2 MainMenu
main_menu> = Para

5.50.7 Error Behavior

None.

5.50.8 Help Behavior

Condition Action Goto

-- PlayRecordedMessage_help.wav Okay, help. Tell me Continue with
which of the choices you’d like, or say ‘repeat’ to hear all rec in this state.
the choices again. To start over, say ‘Main Menu’.

[play recording]
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5.51 Servicelnterruptions

5.51.1 Description

This state is reached from the CreateAgencyMenu when the caller requests ‘Service Interruptions’. It

works similarly to play traffic incidents by constructing incidents and playing them.

5.51.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.51.3 Entry and Exit States

Entry States

Exit States

5.48 PlayMenuOptions

5.52 ConstructTransitIncident (non-rec)
5.48 PlayMenuOptions

5.51.4 Initial Behavior

Condition

Action

Goto

Prelncidents_10.wav
Prelncidents_11.wav
Prelncidents_12.wav
Prelncidents_13.wav
Prelncidents_14.wav
Prelncidents_15.wav
Prelncidents_16.wav
Prelncidents_17.wav
Prelncidents_18.wav
Prelncidents_19.wav
Prelncidents 20.wav

twenty incidents.
Then play:

Prelncidents_init.wav

-- Retrieve # of incidents from the back-end
First play appropriate incident prompt:

Prelncidents_1.wav We have one incident.
Prelncidents_2.wav We have two incidents.
Prelncidents_3.wav We have three incidents.
Prelncidents_4.wav We have four incidents.
Prelncidents_S.wav We have five incidents.
Prelncidents_6.wav We have six incidents.
Prelncidents_7.wav We have seven incidents.
Prelncidents_8.wav We have eight incidents.
Prelncidents_9.wav We have nine incidents.

We have ten incidents.

We have eleven incidents.
We have twelve incidents.
We have thirteen incidents.
We have fourteen incidents.
We have fifteen incidents.
We have sixteen incidents.

We have seventeen incidents.

We have eighteen incidents.
We have nineteen incidents.
We have twenty incidents.

Prelncidents MoreThan20.wav We have more than

You can always say ‘stop’ if

you’re finished listening.

Continue with rec
in this state
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5.51.5 Grammar: Servicelnterruptions

NL Slot Values
<action> cancel, stop, main_menu, help, go_back
Sample Expressions Slots Filled

Stop! <action stop>

Cancel <action cancel>

Help <action help>

Go back <action go back>

Main menu <action main_menu>

5.51.6 Action
Slots Condition Action Goto

<action stop> | -- Stopped.wav  Okay, stopped. 5.48
PlayMenuOptions

<action -- Canceled_GoBack.wav Okay, canceled. 548

cancel> Let’s back up. PlayMenuOptions

NSP - -- 5.52
ConstructTransitInc

ident (non-rec)

main_menu>

<action help> | -- Play the help prompt Continue with rec
in this state

<action -- -- 5.48

go back> PlayMenuOptions

<action -- -- 5.2 MainMenu

5.51.7 Error Behavior

None.

5.51.8 Help Behavior

Condition

Action

Goto

Servicelnterruptions_help.wav Okay, help. . If you don’t
want to listen to these incidents, say ‘stop.’ If you stay on
the line, I’ll continue.

Continue with
rec in this state.
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5.52 ConstructTransitincident (non-rec)

5.52.1 Description

This state is reached from the PreTransitIncidents state. It will retrieve transit incident information from
the back-end and construct a playable incident by concatenating appropriate prompts. This state is also
reached after an incident has been played, and there is another one.

This behavior is described in a separate document.

5.52.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.52.3 Entry and Exit States

Entry States Exit States

5.51 Servicelnterruptions 5.53 PlayTransitIncident
5.53 PlayTransitIncident

5.52.4 Initial Behavior

Condition Action Goto
-- Retrieve latest incident information and construct incident 5.53PlayTransit
prompt. Incident

5.52.5 Grammar:

None.

5.52.6 Action

None.

5.52.7 Error Behavior

None.

5.52.8 Help Behavior

None.
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5.53 PlayTransitincident

5.53.1 Description

This state is reached from the from the Construct Transit Incident state, and plays the incident prompt
that was put together.

5.53.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0. 1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.53.3 Entry and Exit States

Entry States Exit States

5.52 ConstructTransitIncident (non-rec) 5.52 ConstructTransitIncident (non-rec)

5.48 PlayMenuOptions

5.53.4 Initial Behavior

Condition

Action Goto

play transit incident prompt Continue with
rec in this state

5.563.5 Grammar: PlayTransitincident

NL Slot Values
<action> stop, help, repeat, main_menu, go back, cancel
Sample Expressions Slots Filled
stop <action stop>
Main Menu <action main_menu>
5.53.6 Action
Slots Condition Action Goto

<action stop>

-- PlayTransitIncident canceled.wav | 5.48
Okay, stopped. Let’s go back. PlayMenuOptions

<action help> -- play help prompt Continue with rec in
this state
<action repeat> -- play transit incident prompt Continue with rec in
this state
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<action
main_menu>

5.2 MainMenu

Let’s go back...

<action cancel> -- Canceled.wav Okay, canceled. 5.48
PlayMenuOptions
<action go_back> -- -- 5.48
PlayMenuOptions
NSP There is more | Play TTS prompt of more information | Continue with rec in
information this state
available
NSP There are more | -- 5.52
incidents ConstructTransitInci
dent (non-rec)
NSP No more PlayTransitIncident_thatsall.wav 5.48
incidents That’s all I have right now. PlayMenuOptions

5.53.7 Error Behavior

None.

5.53.8 Help Behavior

Condition

Action

Goto

PlayTransitIncident_help.wav  Okay, help. I’ll repeat

the last incident now. If you’re through listening to transit

incidents, say ‘stop’. Or, to start over, say ‘Main Menu’.
play transit incident prompt

Continue with
rec in this state.
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5.54 GetParaTransitAgency

5.54.1 Description

This state is reached from the Main Menu or Public Transportation Menu, when a caller has asked for
ParaTransit. From here they can say the name of an agency or the name of a city.

5.54.2 Special Features

Universal Actions are active in this state.

5.54.3 Entry and Exit States

Entry States

Exit States

5.2 MainMenu

5.5 PublicTransportatio
5.38 GetTransitAgency
5.55 ConfirmParaTrans

5.56 ConfirmParaTrans

5.1 Welcome

5.3 WhatAreMyChoices

5.57 PlayParaTransitMenuOptions

itExplicit
itlmplicit

5.5 PublicTransportationMenu
5.55 ConfirmParaTransitExplicit

nMenu 5.56 ConfirmParaTransitlmplicit

5.54.4 |Initial Behavior

Condition

Action

Goto

First entry

Check for floodgate message and play if available

GetParaTransitAgency_init.wav Now tell me the name
of the agency you want, or, if you’re not sure, just give
me the name of the city. <3 second pause> You can also
say the name of the county.

Continue with
rec in this state

All re-entries

GetParaTransitAgency_initl.wav ~ Which agency
would you like? (rising intonation)

Continue with
rec in this state

5.54.5 Grammar: GetParaTransitAgency

NL Slot Values
<agency> [agency name]
<city> [city]
<county> [county]
Sample Expressions Slots Filled
WestCat <agency bart>
Sonoma Options <agency dumbarton_express>
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Vallejo

<city vallejo>

Marin Whistle Stop

<agency marin_whistle stop>

Contra Costa

<county contra_costa>

5.54.6 Action
Slots Condition Action Goto
<agency> or Conf. set ParaTransitConfirmation=implicit | 5.56
<city> or threshold > (.JoinﬁrmParaTransitImp
MAX [85] licit
<county>
<agency> or REJECT < set ParaTransitConfirmation=explicit | 5.55
<city> or Conf. ('Jo'nﬁrmParaTransitExp
threshold < licit
<county> MAX [85]
5.54.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
GetParaTransitAgency err2.wav  Say the name of a
transit agency, or if you’re not sure, say the name of the
city or county instead.
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=4 (max) Concatenate: 5.5
Universal Error Prompt for n=max. PublicTransportati
onMenu
Generic_maxerr.wav  Let’s back up.
5.54.8 Help Behavior
Condition Action Goto

GetTransitAgency_help.wavOkay, help. Say the name of
one of the Bay Area’s ParaTransit agencies. If you don’t
know the name of the agency, say the name of the city
you’d like information for instead. You can also say the
county name. Ifyou want to start over, say ‘Main Menu’.
‘What would you like?

Continue with
rec in this state.
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5.55 ConfirmParaTransitExplicit

5.55.1 Description

This state is reached from the GetParaTransitAgency state, when the user has said the name of an agency
or city and there is low confidence. It explicitly confirms the name of the agency.

5.55.2 Special Features

Universal Actions are active in this state.

5.55.3 Entry and Exit States

Entry States Exit States

5.54 GetParaTransitAgency 5.54 GetParaTransitAgency

5.56 ConfirmParaTransitImplicit

5.55.4 Initial Behavior

Condition Action Goto
-- IHeard.wav I heard: Continue with
[agency name — use Lo version] rec in this state
WasThatRight.wav Was that right?

5.55.5 Grammar: ConfirmParaTransitExplicit

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yep <yes_no yes>
yes, that’s correct <yes_no yes>
no <yes_no no>
no, that’s not right <yes_no no>
5.55.6 Action
Slots Condition Action Goto
<yes_no yes> -- -- 5.56
ConfirmParaTransitlmp
licit
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<yes_no no> -- Randomize: 5.54
Sorry_a.wav  OK, let’s go back. GetParaTransitAgency
Sorry_b.wav  Let’s try that
again.
Sorry c.wav  Let’s do that
again.
Add to skiplist, use N-Best
5.55.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
[agency name — use Lo version]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: 5.54
Universal Error Prompt for n=max. GetParaTransitAg
enc
Generic maxerr.wav  Let’s back up. Y
5.55.8 Help Behavior
Condition Action Goto

Concatenate:

ConfirmParaTransitExplicit_help.wav Okay, help. By
the way, to start over, say ‘Main Menu’. I heard
[agency name — use Lo version]

WasThatRight.wav Was that right?

Continue with
rec in this state.
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5.56 ConfirmParaTransitimplicit

5.56.1 Description

This state is reached from the GetParaTransitAgency state if the state/name has a high confidence, and
also after the ConfirmParaTransitExplicit state. The prompt played is different depending on where the
caller came from, but the message content is the same: telling the caller they’ll be taken to that agency

unless they say cancel.

5.56.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.56.3 Entry and Exit States

Entry States

Exit States

5.55 ConfirmParaTransitExplicit
5.54 GetParaTransitAgency

5.54 GetParaTransitAgency

Transfer to agency operator

5.57 PlayParaTransitMenuOptions

5.56.4 Initial Behavior

Condition

Action

Goto

ParaTransitConfirm
ation = Implicit

Concatenate

[agency name — use Lo version]

Transfer to
agency operator

ation = Implicit
Type = city/county

No menu options

ConfirmParaTransitImplicit TheAgencyls The
ParaTransit agency for
[city/county — use Mid version]

Is.wav s
[agency name — use Lo version]

ConfirmParaTransitImplicit_TransferNow.wav I’ll go
ahead and transfer you now, unless you say ‘stop’ or
press 1.

Type = agency ConfirmParaTransitImplicit_TransferNow.wav I’ll go
No menu options ahead and transfer you now, unless you say ‘stop’ or
press 1.
ParaTransitConfirm | Concatenate: Transfer to

agency operator

ParaTransitConfirm
ation = Implicit

Type = agency

Menu options

Okay.wav Okay,
[agency name — use Lo version]

5.57
PlayParaTransit
MenuOptions
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ParaTransitConfirm
ation = Implicit

Type = city/county

Menu options

Concatenate:

ConfirmParaTransitImplicit_TheAgencyls
ParaTransit agency for
[city/county — use Mid version]

Is.wav is

[agency name — use Lo version]

5.57
PlayParaTransit
MenuOptions

The

ParaTransitConfirm | ConfirmParaTransitImplicit TransferNow.wav I’ll go [ Transfer to
ation = Explicit ahead and transfer you now, unless you say ‘stop’ or agency operator
Type = agency press 1.

No menu options

ParaTransitConfirm | Concatenate: Transfer to

ation = Explicit
Type = city/county

No menu options

ConfirmParaTransitImplicit_TheAgencyls
ParaTransit agency for
[city/county — use Mid version]

Is.wav is

[agency name — use Lo version]

ConfirmParaTransitImplicit_TransferNow.wav I’ll go
ahead and transfer you now, unless you say ‘stop’ or

The agency operator

press 1.
ParaTransitConfirm | -- 5.57
ation = Explicit PlayParaTransit
Type = agency MenuOptions
Menu options
ParaTransitConfirm | Concatenate: 5.57
ation = Explicit ConfirmParaTransitImplicit TheAgencyls The PlayParaTransit
Type = city/county ParaTransit agency for MenuOptions
Menu options [city/county — use Mid version]
Is.wav s
[agency name — use Lo version]
5.56.5 Grammar: ConfirmParaTransitimplicit
NL Slot Values

<action> cancel, go_back, help, main_menu

Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
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5.56.6 Action

Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, | 5.54
cancel> canceled. Let’s try that again... GetParaTransitAgency
<action help> | -- Play the help prompt Continue with rec in

this state

<action -- -- 5.54
go back> GetParaTransitAgency
<action -- -- 5.2 MainMenu
main_menu>

5.56.7 Error Behavior

None.

5.56.8 Help Behavior

Condition Action Goto
-- ConfirmBothImplicit_help.wav Here’s some help. If you | Continue with
don’t want to be transferred, say ‘stop’ or press 1. To rec in this state.

start over, say ‘Main Menu’. Or just stay on the line and
P’ll transfer you.
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5.57 PlayParaTransitMenuOptions

5.57.1 Description

This state is reached after a caller has chosen a ParaTransit agency that has multiple menu options. This
is dynamic; the back-end pulls the agency prompt menu and grammar, and all phone numbers for

transfers.

5.57.2 Special Features

Universal Actions are active in this state.

5.57.3 Entry and Exit States

Entry States

Exit States

5.56 ConfirmParaTransitImplicit
5.49 Transfer
5.50 PlayRecordedMessage

5.49 Transfer

5.50 PlayRecordedMessage
5.54 GetParaTransitAgency

5.57.4 Initial Behavior

Condition

Action

Goto

-- [play menu prompt — Agency MenuOptions.wav] Continue with

rec in this state

5.57.5 Grammar: PlayParaTransitMenuOptions [dynamic]

NL Slot

Values

<action> transfer, recording

Sample Expressions

Slots Filled

I’d like schedules and fares please

<action recording>

Get me customer service

<action transfer>

Umm, lost and found

<action transfer>

Tell me about elevator status

<action recording>

5.57.6 Action

Slots Condition Action Goto
<action transfer> -- set flag TransitType = 5.49 Transfer
Para
<action recording> -- set flag TransitType = 5.50
Para PlayRecordedMessage
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5.57.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with rec
in this state.
n=2-3 Concatenate: Continue with rec
Universal Error Prompt for n=2. in this state
PlayParaTransitMenuOptions_err2.wav Tell me your
choice , or say ‘repeat’ to hear them all again.
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=4 (max) Concatenate: 5.54
Universal Error Prompt for n=max. GetParaTransitAg
enc
Generic maxerr.wav  Let’s back up. Y
5.57.8 Help Behavior
Condition Action Goto

PlayParaTransitMenuOptions_help.wav Okay, help. By
the way, to start over, say ‘Main Menu’. I’ll repeat the
choices again, and when you hear the one you want, just
say it:

[play menu prompts — Agency MenuOptions]

Continue with
rec in this state.
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5.58 RideshareMain

5.58.1 Description

This state is reached from the Main Menu when the caller requests “Carpooling”, “Vanpooling”, or
“Rideshare”. The caller will be asked if they want information for Rideshare in Solano County,
information for Rideshare everywhere but Solano county, or information on Park n Ride.

If the caller chooses everywhere but Solano county or Park n Ride, the system will go to the implicit

confirmation state for transferring to the Rideshare operator. If the choice is Solano county, the system
will go to the implicit confirmation state for transferring to the Solano Rideshare operator.

5.58.2 Special Features

Universal Actions are active in this state.

5.58.3 Entry and Exit States

Entry States Exit States
5.2 MainMenu 5.59 RideshareSolanoTransfer
5.3 WhatAreMyChoices 5.60 RideshareTransfer

5.59 RideshareSolanoTransfer
5.60 RideshareTransfer
5.1 Welcome

5.58.4 Initial Behavior

Condition Action Goto

-- Check for floodgate message and play if available Continue with

RideshareMain_init.wav We have two rideshare rec in this state

operators that provide information on carpooling,
vanpooling, park and ride lots and much more. If you
would like information specifically for Solano or Napa
counties, say ‘Solano’ or ‘Napa’; otherwise, say
‘rideshare operator’.

5.58.5 Grammar: RideshareMain

NL Slot Values
<menu_option> rideshare_napasolano_op, rideshare op, parknride op
Sample Expressions Slots Filled
Information for Solano please <menu_option
rideshare napasolano_op >
Solano or Napa <menu_option
rideshare napasolano_op >
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Info on Park N Ride <menu_option parknride op >

Carpooling in Napa county <menu_option
rideshare napasolano_op >
rideshare operator <menu_option rideshare op>
most regions <menu_option rideshare op>
operator <menu_option rideshare op>
5.58.6 Action
Slots Condition Action Goto
<menu_option -- Get Rideshare Napa/Solano 5.59
rideshare napasol information: RideshareSolanoTransfer
ano_op >
<menu_option -- Get Rideshare information: 5.60 RideshareTransfer

rideshare _op>

<menu_option -- Get Rideshare information: 5.60 RideshareTransfer

parknride_op> RideshareMain_ParkNRide.wav
Park N Ride information will
be provided by the Rideshare

operator.
5.58.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

RideshareMain_err2.wav  For information on Solano or
Napa counties, say ‘Solano’ or ‘Napa.’ I can also transfer
you to the Rideshare operator.

<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?

n=3 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.

5.58.8 Help Behavior

| Condition Action Goto
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-- RideshareMain_Help.wav  Sure, here’s some help.
Remember, to start over, you can say ‘Main Menu’ at any
time. Right now, you can get information on carpooling or
vanpooling, or specifically for carpooling or vanpooling in
Solano or Napa County. You can also ask for general
information on Park N Ride. Which would you like?

Continue with
rec in this state
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5.59 RideshareSolanoTransfer

5.59.1 Description

This state is reached from the RideshareMain menu when the caller requests “Solano County” or
“Rideshare for Solano”. Any floodgate messages for Solano County Rideshare are played, followed by a
confirmation state that the system is transferring the call. This is an implicit confirmation state. The
caller will be transferred to the Solano County Rideshare operator unless he/she says “stop” or “cancel”.

If the caller says to “stop”, a prompt will indicate that the transfer has been canceled, and the call will

return to the RideshareMain menu.

5.59.2 Special Features

Universal Actions are active in this state.

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.59.3 Entry and Exit States

Entry States

Exit States

5.58 RideshareMain

5.58 RideshareMain

Transfer to Rideshare Solano Operator

5.59.4 Initial Behavior

Napa and Solano Counties. If you don’t want to be
transferred, say ‘stop’ or press 1.

Condition Action Goto
-- Check for floodgate info PlayFloodgate
Pass floodgate prompts to thePlayFloodgateMessage state. Message
-- RideshareSolanoTransfer_init.wav Okay, stay on the Continue with
line while I transfer you to the Rideshare operator for rec in this state

5.59.5 Grammar: RideshareSolanoTransfer

NL Slot

Values

<action> cancel, go_back, help, main_menu

Sample Expressions

Slots Filled

Stop! <action cancel >
Cancel <action cancel >
Help <action help>
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Go back <action go_back>

Main menu <action main_menu>
5.59.6 Action
Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | 5.58
Let’s back up. RideshareMain
NSP -- -- Transfer to
Rideshare Solano
Operator
<action help> -- Play the help prompt Continue with
rec in this state
<action go back> | -- -- 5.58
RideshareMain
<action -- -- 5.2 MainMenu

main_menu>

5.59.7 Error Behavior

None.

5.59.8 Help Behavior

Condition Action Goto

-- RideshareSolanoTransfer _help.wav Here’s some help. If | Continue with
you don’t want to be transferred to the Napa and Solano rec in this state.
Rideshare operator, say ‘stop’ or press 1, or, stay on the
line and I’ll transfer you.
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5.60 RideshareTransfer

5.60.1 Description

This state is reached from the RideshareMain menu when the caller requests “everywhere else”,
“Rideshare for everywhere else” or “Park N Ride”. This is an implicit confirmation state. The caller will
be transferred to the general Rideshare operator unless he/she says “stop” or “cancel”.

If the caller says to “stop”, a prompt will indicate that the transfer has been canceled, and the call will
return to the RideshareMain menu.

5.60.2 Special Features

Universal Actions are active in this state.
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1
This state uses Hotword.

Universal Actions are NOT active in this state.

5.60.3 Entry and Exit States

Entry States Exit States

5.58 RideshareMain 5.58 RideshareMain

Transfer to Rideshare Operator

5.60.4 Initial Behavior

Condition Action Goto

-- Check back-end for floodgate and play if exists --

-- RideshareTransfer_init.wav Now, stay on the line while | Continue with
I transfer you to the Rideshare operator, or say ‘stop’ rec in this state
or press 1 if you don’t want this transfer.

5.60.5 Grammar: RideshareTransfer

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel >
Cancel <action cancel >
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
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5.60.6 Action

5.60.7 Error Behavior

5.60.8 Help Behavior

Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | 5.58
Let’s back up. RideshareMain
NSP -- -- Transfer to
Rideshare
Operator
<action help> -- Play the help prompt Continue with
rec in this state
<action go_back> | -- -- 5.58
RideshareMain
<action -- -- 5.2 MainMenu
main_menu>
None.
Condition Action Goto

RideshareTransfer _help.wav  Here’s some help. If you

don’t want to connect to the Rideshare operator, say ‘stop’

or press 1, or stay on the line, and I’ll transfer you.

Continue with
rec in this state.
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5.61 PretaxMain

5.61.1 Description

This state is reached from the PublicTransportationMenu when the caller requests “Transit Incentives”.
The system will play an informative message describing the transit incentives (previously referred to as
pre-tax benefits), and ask the caller if they want to transfer to an operator for more information.

5.61.2 Special Features

Universal Actions are active in this state.

5.61.3 Entry and Exit States

Entry States

Exit States

5.5 PublicTransportationMenu

MainMenu

Transfer to PreTax Operator

5.61.4 Initial Behavior

Condition

Action

Goto

PretaxMain_init.wav

'Main Menu'.

Commuter Incentives are
programs which provide monetary rewards for not
driving alone. 1 can transfer you to an operator if you'd
like to know more. To get information about Commuter
Incentives, including the Commuter Tax Benefit
program, say 'Commuter Incentives'. If you want
information specifically for Solano or Napa counties,
please say 'Solano' or 'Napa'. To start over, just say

Continue with
rec in this state

5.61.5 Grammar: PretaxMain

NL Slot

Values

<transfer>

solano_napa, other

Sample Expressions

Slots Filled

Solano or Napa.

<transfer solano_napa>

Commuter benefits

<transfer other>

Napa county please.

<transfer solano_napa>

5.61.6 Action

| Slots

Condition
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<transfer -- PretaxMain_TransferringSolano.wav | Transfer to
solano_napa> Okay, please stay on the line while | Solano/Napa
I transfer you to the rideshare number
operator for Napa and Solano county.
If you’d rather not be transferred, say
‘cancel’.

<transfer other> -- PretaxMain_Transferring.wav Transfer to number
Okay, please stay on the line while | for other counties

I transfer you to the rideshare

operator, If you’d rather not be

transferred, say ‘cancel’.

5.61.7 Error Behavior

Condition Action Goto
=1 Play randomized error for n=1. Continue with
rec in this state.
n=2 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state

PretaxMain_err2.wav Say ‘commuter incentives’ to be
transferred to the operator. If you want info for Solano
or Napa county, say ‘Napa’ or ‘Solano’. Or say ‘Main
Menu’ to start over.

<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you

like?
n=3 (max) Concatenate: PublicTransporta
Universal Error Prompt for n=max. tionMenu

Generic maxerr.wav  Let’s back up.

5.61.8 Help Behavior

Condition Action Goto
-- PretaxMain_help.wav OKkay, help. To start over, say Continue with
‘Main Menu.” If you’d like to find out more about what rec in this state.

commuter incentives are, say ‘commuter incentives’ and
I’ll transfer you to an operator. If you’re in Solano or
Napa county and want info, say ‘Solano’ or ‘Napa’.
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5.62 TransferToPlannedHighwayConstruction

5.62.1 Description

This state is reached from the TrafficMenu when the caller requests “planned highway construction”.
This is an implicit confirmation state. The caller will be transferred to the CalTrans Planned Highway
Construction phone number, which will play a recording after hours, or go to a live operator during

operator hours.

If the caller says to “stop”, a prompt will indicate that the transfer has been canceled, and the call will
return to the TrafficMenu.

5.62.2 Special Features

Universal Actions are active in this state.

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.62.3 Entry and Exit States

Entry States Exit States
5.6 TrafficMenu TrafficMenu
Transfer to CalTrans Construction
5.62.4 Initial Behavior
Condition Action Goto
-- TransferToPlannedHighwayConstruction_init.wav Continue with
Okay, I’ll transfer you. If you don’t want to rec in this state
transfer, just say ‘cancel’ or press 1.
5.62.5 Grammar: RideshareTransfer
NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled

Stop! <action cancel >

Cancel <action cancel >

Help <action help>

Go back <action go back>

Main menu <action main_menu>
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5.62.6 Action

Slots

Condition

Action

Goto

<action cancel>

Canceled_GoBack.wav Okay, canceled.
Let’s go back.

TrafficMenu

5.62.7 Error Behavior

5.62.8 Help Behavior

NSP -- Check Planned Highway Construction Transfer to
CalTrans
Construction

<action help> -- Play the help prompt Continue with
rec in this state

<action go back> | -- -- TrafficMenu

<action -- -- 5.2 MainMenu

main_menu>

None.
Condition Action Goto

TransferToPlannedHighwayConstruction _help.wav
Here’s some help. If you don’t want to transfer to
CalTrans, say ‘stop.’ If you just stay on the line, I’ll

transfer you.

Continue with
rec in this state.
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5.63 BicyclingMain

5.63.1 Description

This state is reached from the MainMenu when the caller requests “bicycling”. The caller will be asked
if they want information for Bicycling in Solano County, or information for Bicycling everywhere but

Solano county.

If the caller chooses everywhere but Solano county, the system will go to the implicit confirmation state
for transferring to the Bicycling operator. If the choice is Solano county, the system will go to the
implicit confirmation state for transferring to the Solano County operator.

5.63.2 Special Features

Universal Actions are active in this state.

5.63.3 Entry and Exit States

Entry States Exit States

5.2 MainMenu BicyclingSolanoTransfer

5.1 Welcome BicyclingTransfer

5.3 WhatAreMyChoices

5.63.4 Initial Behavior
Condition Action Goto

First entry Check for floodgate message and play if available Continue with
BicyclingMain_init.wav For Napa or Solano counties, rec in this state
just say ‘Napa’ or ‘Solano’. For other counties, just say
‘bike operator’.

All re-entries BicyclingMain_initl.wav ~ To get bicycling Continue with
information in most regions, say ‘bike operator’. If you | rec in this state
want information specifically for Solano or Napa
counties, please say ‘Solano’ or ‘Napa’. By the way, if
you want to start over, say ‘Main Menu’.

5.63.5 Grammar: BicyclingMain

NL Slot

Values

<menu_option> bicycling napasolano_op, bicycling_op

Sample Expressions

Slots Filled

Information for Solano please

<menu_option
bicycling napasolano_op >

specifically for Napa

<menu_option
bicycling napasolano_op >
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Napa or Solano County

<menu_option
bicycling_napasolano_op >

bicycling

<menu_option bicycling_op>

bike operator

<menu_option bicycling_op>

Um, most regions

<menu_option bicycling_op>

5.63.6 Action
Slots Condition Action Goto
<menu_option -- Get Bicycling Solano information: BicyclingSolano
bicycling_napasol Transfer
ano_op >
<menu_option -- Get Rideshare information: BicyclingTransfe
bicycling op> r
5.63.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
BicyclingMain_err2.wav  You can say ‘Napa County’
or ‘Solano County’ or, for other regions, you can say ‘bike
operator.” Which would you like?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=3 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.
BicyclingMain_maxerr.wav Sorry I’m having trouble.
Let’s go back to the Main Menu.
5.63.8 Help Behavior
Condition Action Goto
-- BicyclingMain_help.wav  Sure, here’s some help. Continue with
Remember, to start over, you can ask for ‘Main Menu’. rec in this state
You can ask for Napa or Solano County, or for other
regions, say ‘bike operator’. Which would you like?
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5.64 BicyclingSolanoTransfer

5.64.1 Description

This state is reached from the BicyclingMain menu when the caller requests “Solano County” or
“Bicycling for Solano”. This is an implicit confirmation state. The caller will be transferred to the
Solano County Bicycling operator unless he/she says “stop” or “cancel”.

If the caller says to “stop”, a prompt will indicate that the transfer has been canceled, and the call will
return to the BicyclingMain menu.

5.64.2 Special Features

Universal Actions are active in this state.

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.64.3 Entry and Exit States

Entry States

Exit States

BicyclingMain

BicyclingMain

Transfer to Bicycling Solano Operator

5.64.4 Initial Behavior

Condition

Action

Goto

BicyclingSolanoTransfer_init.wav

don’t want to connect.

Okay, stay on the Continue with

line while I transfer you to the bicycling operator for rec in this state
Napa and Solano County. Say ‘stop’ or press 1if you

5.64.5 Grammar: BicyclingSolanoTransfer

NL Slot Values

<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled

Stop! <action cancel >
Cancel <action cancel >
Help <action help>
Go back <action go back>
Main menu <action main_menu>
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5.64.6 Action

Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | BicyclingMain
Let’s back up.

NSP -- -- Transfer to
Bicycling Solano
Operator

<action help> -- Play the help prompt Continue with
rec in this state

<action go back> | -- -- BicyclingMain

<action -- -- 5.2 MainMenu

main_menu>

5.64.7 Error Behavior

None.

5.64.8 Help Behavior

Condition Action Goto
-- BicyclingSolanoTransfer _help.wav Here’s some help. If | Continue with
you don’t want the Napa and Solano County Bicycling rec in this state.

operator, say ‘stop’, Or, just stay on the line, and I’ll
transfer you.
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5.65 BicyclingTransfer

5.65.1 Description

This state is reached from the BicyclingMain menu when the caller requests “everywhere else” or
“Bicycling for everywhere else”. This is an implicit confirmation state. The caller will be transferred to
the general Bicycling operator unless he/she says “stop” or “cancel”.

If the caller says to “stop”, a prompt will indicate that the transfer has been canceled, and the call will
return to the BicyclingMain menu.

5.65.2 Special Features

Universal Actions are active in this state.

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.65.3 Entry and Exit States

Entry States

Exit States

BicyclingMain

BicyclingMain

Transfer to Bicycling Operator

5.65.4 Initial Behavior

Condition

Action Goto

BicyclingTransfer_init.wav Okay, stay on the line while | Continue with
I transfer you to the bicycling operator. If you don’t rec in this state
want this transfer, say “’stop’ or press 1.

5.65.5 Grammar: BicyclingTransfer

NL Slot Values

<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled

Stop! <action cancel >
Cancel <action cancel >
Help <action help>
Go back <action go back>
Main menu <action main_menu>
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5.65.6 Action

Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | BicyclingMain
Let’s back up.

NSP -- -- Transfer to
Bicycling
Operator

<action help> -- Play the help prompt Continue with
rec in this state

<action go back> | -- -- BicyclingMain

<action -- -- 5.2 MainMenu

main_menu>

5.65.7 Error Behavior

None.

5.65.8 Help Behavior

Condition Action Goto

-- BicyclingTransfer _help.wav ~ Here’s some help. If you | Continue with
don’t want to connect to the bicycling operator, say ‘stop’, | rec in this state.
If you just stay on the line, I’ll transfer you.
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5.66 GetAirport

5.66.1 Description

This state is reached from the MainMenu, the PublicTransportationMenu, or the TrafficMenu when the
caller requests “Airports”. The caller will be asked for the name of the Airport and then the system will
present a menu of options related to airports, including information on traffic incidents, parking, or
ground transportation.

Depending on the airport, the parking and ground transportation requests may either result in a pre-
recorded message being played, or transfer to an operator.

If the caller requests traffic incidents, the system will go to the traffic incidents subdialog, passing in the
name of the airport.

5.66.2 Special Features

Universal Actions are active in this state.

5.66.3 Entry and Exit States

Entry States Exit States

5.2 MainMenu AirportMenu
5.1 Welcome

5.3 WhatAreMyChoices

5.5 PublicTransportationMenu
5.6 TrafficMenu

5.66.4 |Initial Behavior

Condition Action Goto
-- GetAirport_init.wav  You can ask for information on | Continue with
San Francisco, San Jose, Sacramento, or Oakland rec in this state
International airport . Which would you like?

5.66.5 Grammar: GetAirport

NL Slot Values
<airport> SFO, SJC, OAK
Sample Expressions Slots Filled
Information for Oakland please <airport OAK>
Um, San Jose <airport SJIC>
SFO <airport SFO>
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5.66.6 Action

5.66.7 Error Behavior

5.66.8 Help Behavior

Slots Condition Action Goto
<action cancel> -- Canceled.wav Okay, canceled. MainMenu
<airport OAK> -- set Location = OAK AirportMenu
<airport SIC> -- set Location = SJC AirportMenu
<airport SFO> -- set Location = SFO AirportMenu
<airport SAC> -- TransferToSacramento.wav Okay, I’ll Place call to

transfer you to the operator for the SNCI.
Sacramento airport now. If you don’t
want to be transferred, say ‘stop’ or
press 1.
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n= Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetAirport_err2.wav  You can choose San Francisco,
Sacramento, San Jose, or Oakland. You can also start
over at any time by saying Main Menu.
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=3 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.
GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.
Condition Action Goto

GetAirport_help.wav  OK, here’s some help.
Remember, to start over at any time, say ‘Main Menu’,
Right now, you can get information on one of the following
airports: San Francisco International, San Jose
International, Sacramento International, or Oakland
International. Which would you like?

Continue with
rec in this state
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5.67 AirportMenu

5.67.1 Description

This state is reached from GetAirport, after the caller has specified the name of the airport. The system
will present a menu of options related to airports, including information on traffic incidents, parking, or

ground transportation.

Depending on the airport, the parking and ground transportation requests may either result in a pre-
recorded message being played, or transfer to an operator.

If the caller requests traffic incidents, the system will go to the traffic incidents subdialog, passing in the

name of the airport.

5.67.2 Special Features

Universal Actions are active in this state.

5.67.3 Entry and Exit States

Entry States Exit States
GetAirport AirportMessage
AirportTransfer
AirportTrafficIncidents

5.67.4 Initial Behavior

messages for this
airport (SFO, SJC,
or OAK)

Pass floodgate prompts to the PlayFloodgateMessage state.
Goto PlayFloodgateMessage

Return to here from PlayFloodgateMessage
AirportMenu_init.wav Now, I can give you information

on traffic incidents, parking, or ground transportation.
Which would you like?

Condition Action Goto
If there are 1 or PlayFloodgate
more floodgate Message

Continue with
rec in this state
after the
system returns
from
PlayFloodgate
Message

If there are no
floodgate messages.

AirportMenu_initl.wav I can give you information on
traffic incidents, parking, or ground transportation.

Which would you like?

Continue with
rec in this state

5.67.5 Grammar: AirportMenu

NL Slot

Values

<menu_option>

parking, ground _transportation, traffic_incidents

Sample Expressions Slots Filled
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Information for parking please

<menu_option parking >

Um, I’d like ground transportation

<menu_option
ground_transportation>

airport traffic <menu_option traffic_incidents>
5.67.6 Action
Slots Condition Action Goto
<menu_option backend set InfoType = parking AirportMessage
parking > returns a .wav | __
file
<menu_option backend set InfoType = parking AirportTransfer
parking > returns a _
telephone
number
<menu_option backend set InfoType = ground_transportation AirportMessage
ground transporta | returnsa.wav | __
tion> file
<menu_option backend set InfoType = ground_transportation AirportTransfer
ground_transporta | returns a .
tion> telephone
number
<menu_option backend -- AirportTrafficlnc
traffic_incidents> | returns airport idents
traffic info
5.67.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
AirportMenu_err2.wav You can choose traffic incidents,
parking, or ground transportation. You can also go back
to the top at any time by saying ‘Main Menu’.
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=4 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.
GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.
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5.67.8 Help Behavior

Condition

Action

Goto

AirportMenu_help.wav Sure, here’s some help.
Remember, to start over at any time, just say ‘Main
Menu.’ Right now, you can ask for one of the following
types of airport information: traffic incidents, parking, or
ground transportation. Which would you like?

Continue with
rec in this state.
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5.68 AirportMessage

5.68.1 Description

This state is reached from the AirportMenu when the caller requests “parking” or “ground
transportation”, and the backend system returns a pre-recorded message. The system gives the caller the
option to say ‘stop’ during the message, and then plays the message.

If the caller says ‘stop’, the system returns to the AirportMenu. If the caller says nothing (NSP), the
system goes to PostAirportMessage.

5.68.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.68.3 Entry and Exit States

Entry States Exit States
AirportMenu AirportMenu
PostAirportMessage
5.68.4 Initial Behavior
Condition Action Goto
Initial Entry AirportMessage parking init.wav Okay. To interrupt the Continue with
InfoType == following message on airport parking, just say ‘stop’. rec in this state
parking Play pre-recorded message on parking for the requested
airport.
Initial Entry AirportMessage groundtrans_init.wav Okay. To Continue with
InfoType == interrupt the following message on ground rec in this state
ground_transportati transportation at the airport, just say ‘stop’.

on

Play pre-recorded message on ground transportation for the
requested airport.

Re-entry from
PostAirportMessage
InfoType ==
parking

AirportMessage parking_init2.wav Here’s that
message again. Remember, you can interrupt at any
time by saying ‘stop’.

Play pre-recorded message on parking for the requested
airport.

Continue with
rec in this state

Re-entry from
PostAirportMessage
InfoType

InfoType ==
ground_transportati
on

AirportMessage groundtrans_init2.wav Here’s that message
again. Remember, you can interrupt at any time by just
saying ‘stop’.

Play pre-recorded message on ground transportation for the
requested airport.

Continue with
rec in this state
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5.68.5 Grammar: AirportMessage

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel >
Cancel <action cancel >
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
5.68.6 Action
Slots Condition Action Goto
<action cancel> -- Stopped_AirportMessage.wav  Okay, AirportMenu
stopped. Let’s go back to the Airport
Menu. You can always say ‘Main
Menu’ to start over.
NSP -- -- PostAirportMess
age
<action help> -- Play the help prompt Continue with
rec in this state
<action go back> | -- -- AirportMenu
<action -- -- 5.2 MainMenu
main_menu>
5.68.7 Error Behavior
None.
5.68.8 Help Behavior
Condition Action Goto
InfoType == Concatenate: Continue with
parking rec in this state.

AirportMessage parking help.wav Here’s some help.
You can interrupt this airport parking message at any
time by saying ‘stop.” To hear it again, stay on the line.

[pre-recorded message on parking at this airport]
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InfoType ==
ground_transporta
tion

Concatenate:
AirportMessage groundtrans_help.wav Here’s some
help. If you don’t want to hear this airport parking

message, say ‘stop.’ To hear it again, stay on the line.

[pre-recorded message on ground transportation at this airport]

Continue with
rec in this state.
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5.69 PostAirportMessage

5.69.1 Description

This state is reached from the AirportMessage after the pre-recorded message has played, and the caller
didn’t say anything during the message readout. The caller is given the option to hear the message again
(“repeat” AirportMessage), get more airport information (AirportMenu), or go back to the Main Menu.

5.69.2 Special Features

Universal Actions are active in this state.

5.69.3 Entry and Exit States

Entry States Exit States

AirportMessage AirportMessage
AirportMenu

MainMenu

5.69.4 Initial Behavior

Condition Action Goto

-- PostAirportMessage init.wav  To hear that again, say | Continue with
‘repeat.” Now, I can get you more airport information, rec in this state
or take you back to the Main Menu. If you’re all
finished, you can just hang up.

5.69.5 Grammar: PostAirportMessage

NL Slot Values
<menu_option> more_airport_info
Sample Expressions Slots Filled
More information please <menu_option more airport info>
Um, I’d like the Main Menu <action main_menu >
cancel <action cancel>
Go back <action cancel>
repeat <action repeat>
5.69.6 Action
Slots Condition Action Goto
<menu_option -- -- AirportMenu
more_airport_info >
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<action repeat> -- -- AirportMessage

<action cancel> -- Canceled_BackToMainMenu.wav MainMenu
Okay, back to the Main Menu.

5.69.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with
rec in this state.

n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

PostAirportMessage err2.wav You can repeat the
previous message, get additional airport information, or go
back to the Main Menu. Which would you like?
<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?

n=4 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main

Menu.
5.69.8 Help Behavior
Condition Action Goto
-- PostAirportMessage help.wav Sure, here’s some help. Continue with
Remember, to start over at any time, say ‘Main Menu.’ rec in this state.

Right now, you can ask for a repeat of the previous
airport message, or more airport information. Which
would you like?
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5.70  AirportTransfer

5.70.1 Description

This state is reached from the AirportMenu when the caller requests “parking” or “ground
transportation”, and the backend system returns a telephone number to transfer to. The system gives the
caller the option to say ‘stop’ to avoid the transfer.

If the caller says ‘stop’, the system returns to the AirportMenu. If the caller says nothing (NSP), the
system transfers the call to the Airport Operator.

5.70.2 Special Features
Universal Actions are active in this state.
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1
This state uses Hotword.

Universal Actions are NOT active in this state.

5.70.3 Entry and Exit States

Entry States Exit States

AirportMenu AirportMenu
Transfer to Airport Operator

5.70.4 Initial Behavior

Condition Action Goto
-- AirportTransfer_init.wav  Okay, stay on the line while | Continue with
I transfer you to the Airport Rideshare operator. Say rec in this state
‘stop’ (or press 1) if you don’t want this transfer.

5.70.5 Grammar: AirportTransfer

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel >
Cancel <action cancel >
Help <action help>
Go back <action go back>
Main menu <action main_menu>
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5.70.6 Action

Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | AirportMenu
Let’s back up.

NSP -- -- Transfer to
Airport Operator

<action help> -- Play the help prompt Continue with
rec in this state

<action go_back> | -- -- AirportMenu

<action -- -- 5.2 MainMenu

main_menu>

5.70.7 Error Behavior

None.

5.70.8 Help Behavior

Condition Action Goto

-- AirportTransfer_help.wav Here’s some help. If you Continue with
don’t want to connect to the Airport Rideshare operator, rec in this state.
say ‘stop’ If you just stay on the line, I’ll transfer you.
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5.71  AirportTrafficlncidents (non-rec)

5.71.1 Description

This non-recognition state is reached from the AirportMenu, when a caller requests Traffic Incidents. It
plays a transition acknowledgment that the system is going to traffic incidents, and sets the LocationType

to be a ‘hot_spot’.

5.71.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.71.3 Entry and Exit States

Entry States Exit States

AirportMenu

Prelncidents

5.71.4 Initial Behavior

Condition

Action

Goto

set LocationType=hot spot
AirportTrafficIncidents_init.wav  Sure. Traffic
incidents.

Pass LocationType and Location on to the next state.

Prelncidents

5.71.5 Grammar:

None.

5.71.6 Action

None.

5.71.7 Error Behavior

None.

5.71.8 Help Behavior

None.
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5.72 GetBARTStation

5.72.1 Description

This state is reached from PlayMenuOptions (for CreateAgencyMenu), after the caller has specified that
the agency is BART and that he/she wants information on the “next train”. The system asks the caller for
the name of the BART station.

If confidence is high, the system moves to an implicit confirmation state. If confidence is not high, the
system goes to an explicit confirmation state.

Only unambiguous station names are included in the grammar.

5.72.2 Special Features

Universal Actions are active in this state.

Use N-Best and skiplists to keep track of what caller has negatively confirmed.

5.72.3 Entry and Exit States

Entry States Exit States

5.48 PlayMenuOptions ConfirmBARTStationImplicit
ConfirmBARTStationExplicit

5.72.4 Initial Behavior

Condition Action Goto

First entry Get list of Stations from the backend Continue with
rec in this state

GetBARTStation init.wav  Okay, for which station?

Re-entry GetBARTStation_reentry.wav  What’s the full name of | Continue with
the station? rec in this state

5.72.5 Grammar: GetBART Station

NL Slot Values

<bart_station> From a list of approximately 40 stations. Examples:
12thSt OaklandCityCenter

16thSt_Mission

24thSt Mission

BayFair
ElCerritoDelNorte
ElCerritoPlaza
NorthConcord Martinez
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Sample Expressions

Slots Filled

Information for Bay Fair please

< bart_station BayFair >

Um, twelfth street please

< bart_station

12thSt_OaklandCityCenter >

5.72.6 Action

5.72.7 Error Behavior

5.72.8 Help Behavior

Slots Condition Action Goto
<bart_station> Confidence ConfirmBARTSt
(filled with a valid | high ationImplicit
bart station name)
<bart_station> Confidence in ConfirmBARTSt
(filled with a valid midrange ationExplicit
bart station name)

Condition Action Goto
=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetBARTStation _err2.wav What’s the full name of that
BART station? For example, BayFair. Or, Sixteenth
Street and Mission. <3 second pause> Or, press 0 to hear
a list of all the stations.
n=4 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.
GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.
Condition Action Goto

GetBARTStation _help.wav Here’s some help. To find
that information you requested, I need to know which
BART station you want. Give me the full name of the
station. For example, Bay Fair. Or, Sixteenth Street and
Mission.

Continue with
rec in this state.
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5.73 ConfirmBARTStationimplicit

5.73.1 Description

This state is reached from the GetBARTStation state, in case the recognition confidence for the station
name was high. This is an implicit confirmation state.

The caller has the option to say ‘stop’ or ‘cancel’, in which case the system will go back to the
GetBARTStation question.

If the caller remains silent, the system will go on to the AnnounceBusTimes state (to announce the train

times).

5.73.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.73.3 Entry and Exit States

5.73.4 Initial Behavior

Entry States Exit States
GetBARTStation GetBARTStation
AnnounceTrainTimes
Condition Action Goto

Get BART station confirmation prompt from back-end

Concatenate:
OkayComma.wav Okay,
[station]

Continue with
rec in this state

5.73.5 Grammar: ConfirmBARTStationImplicit

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
Go back <action go_back>
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Main menu <action main_menu>

5.73.6 Action
Slots Condition Action Goto
<action -- Canceled_TryAgain.wav  Okay, GetBARTStation
cancel> canceled. Let’s try that again...
NSP -- Pass agency name and station name on to the | AnnounceTrainTi
next state. mes
<action help> | -- Play the help prompt Continue with rec
in this state
<action -- -- GetBARTStation
go_back>
<action -- -- 5.2 MainMenu
main_menu>
5.73.7 Error Behavior
None.
5.73.8 Help Behavior
Condition Action Goto
-- ConfirmBARTStationImplicit helpl.wav  Here’s some | Continue with
help. I heard: rec in this state.

[station]

ConfirmBARTStationImplicit_help2.wav If that’s
wrong, say ‘stop’. Or, if it’s correct, just stay on the line
and I’ll get you information on the next train.
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5.74 ConfirmBARTStationExplicit

5.74.1 Description

This state is reached from the GetBARTStation state, in case the recognition confidence for the station
name was in the mid range. This is an explicit confirmation state.

If the caller says “yes”, the system will go on to the AnnounceBusTimes state (to announce the train
times). If the caller says “no”, the system will return to the GetBART Station.

5.74.2 Special Features

Universal Actions are active in this state.

5.74.3 Entry and Exit States

5.74.4 Initial Behavior

[station]

<3 second pause>

like?

ConfirmBARTStationExplicit_initl.wav I heard
WasThatRight.wav Was that right?

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you

Entry States Exit States
GetBARTStation GetBARTStation
AnnounceTrainTimes
Condition Action Goto
-- Get BART station confirmation prompt from back-end Continue with
rec in this state
Concatenate:

5.74.5 Grammar: ConfirmBARTStationExplicit

NL Slot

Values

<yes_no>

yes, no

Sample Expressions

Slots Filled

yes

<yes_no yes>

nope

<yes_no no>
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5.74.6 Action

Slots Condition Action Goto
<yes_no yes> -- Pass agency name, BART, and station AnnnounceTrainTi
name to the next state. mes
<yes_no no> -- -- GetBARTStation
5.74.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.

n= Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
ConfirmBARTStationExplicit_err2.wav I heard:
[station]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?

n=3 (max) Concatenate: GetBARTStation
Universal Error Prompt for n=max.
Generic maxerr.wav  Let’s back up.

5.74.8 Help Behavior
Condition Action Goto

Concatenate:

ConfirmBARTStationExplicit_helpl.wavOkay, help. I
think you wanted:
[station]

ConfirmBARTStationExplicit_help2.wavlIf that’s right,
say ‘yes’. If not, say ‘no’. To start over at any time, say
‘Main Menu’.

Continue with
rec in this state.
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5.75 GetRoute

5.75.1 Description

This state is reached when a caller requests NextBus from an agency submenu. In this state, the caller is
asked to give the route for the bus that he/she wants information on. The caller is also presented with the
option to ask for a list of routes for this agency.

Once the caller gives the name of a bus route, if the recognition confidence is high, the system will ask
for the bus stop next. If the recognition confidence is in the midrange, the system will move to an

explicit confirmation state before asking for the bus stop.

If the caller says “I don’t know” (the route), then the system will move to the RouteWhatAreMyChoices
state to play a list of the routes available.

5.75.2 Special Features

Universal Actions are active in this state.

Use N-Best and skiplists to keep track of routes a caller has negatively confirmed.

5.75.3 Entry and Exit States

Entry States Exit States
5.48 PlayMenuOptions RouteWhatAreMyChoices
GetBusStopHighConf
ConfirmRouteExplicit
5.48 PlayMenuOptions

5.75.4 Initial Behavior

Condition Action Goto

First entry GetRoute_init.wav Okay, which route would you like? Continue with
To hear all available routes say ‘list all’. rec in this state

Re-entry from GetRoute_initl.wav Okay, what’s the route? Continue with

ConfirmRouteExpli rec in this state

cit

Re-entry from GetRoute_init2.wav Okay, which route would you like? | Continue with

anywhere except Remember you can say ‘list all’. rec in this state

ConfirmRouteExpli

cit

5.75.5 Grammar: GetRoute

NL Slot Values

<action> list_all
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<route>

For Agency == AC Transit:
72 north, 72_south, 72L_south, 72L_south, 73 north, 73 _south
For Agency == San Francisco MUNI Metro:

For Agency == Emery-Go-Round

j_church_in, j church out, k ingleside in, k_ingleside out, 1 taraval in,
| taraval out, m_oceanview_in, m_oceanview_out, n_judah_in,
n_judah out, shuttle in, shuttle outkK

For Agency == MUNI Buses
22 fillmore north, 22 fillmore south

christie_to_emeryville, christie_to_bart, n_hollis_to_emeryville,
n_hollis_to_bart, hollis_amtrak to emeryville,
hollis_amtrak to bart, powell _to_emeryville, powell to bart,
saturday cityloop emeryville, saturday cityloop bart,
saturday shoppers emeryville, saturday shoppers bart

Sample Expressions

Slots Filled

What are my choices?

<action what are_my choices>

It’s Route 72 L Northbound

<route route 72L_north>

J Church Inbound, please

<route j church in>

Get me twenty two Fillmore Southbound

<route 22 _fillmore south>

Saturday City Loop to Emeryville

<route

saturday _cityloop emeryville>

List all

<action list_all>

List all routes

<action list_all>

5.75.6 Action
Slots Condition Action Goto
<route> rec Pass AgencyName and route to the next GetBusStopHig
confidence state. hConf
high
<route> rec Pass AgencyName, and route to the next ConfirmRouteE
confidence state. xplicit
in mid-range
<action list_all> -- -- RouteWhatAre
MyChoices
5.75.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with

rec in this state.
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n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

GetRoute_err2.wav Please say the full name of the bus
route you want information for, such as
[agency specific examples].

<3 second pause>

Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?

n=4 (max) Concatenate: PlayMenuOptio
Universal Error Prompt for n=max. ns
Generic maxerr.wav  Let’s back up.
5.75.8 Help Behavior
Condition Action Goto

-- GetRoute_help.wav Okay, here’s some help. Tell me the Continue with
name of the bus route you want. For a list of available rec in this state.
routes, say ‘list all’.
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5.76 RouteWhatAreMyChoices

5.76.1 Description

This state is reached from GetRoute when the caller requests “What are my choices?” It plays a list of all
of the available bus routes for the bus agency the caller selected. This is in addition to the standard ‘help’
prompt, which is much shorter. This list is lengthy, and assumes callers will barge-in when they hear the
option they want.

The grammars and actions are nearly identical to the GetRoute state.

5.76.2 Special Features

Universal Actions are active in this state.

5.76.3 Entry and Exit States

Entry States Exit States

GetRoute GetBusStopHighConf
ConfirmRouteExplicit
PlayMenuOptions (For this agency)

5.76.4 Initial Behavior

Condition Action Goto
-- Concatenate: Continue with
RouteWhatAreMyChoices_initla.wav  Here’s a list of rec in this state
routes. When you hear the one you’d like, go ahead and
say it.
[List of available bus routes for AgencyName from backend]

5.76.5 Grammar: RouteWhatAreMyChoices

NL Slot Values

<action> list_all
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<route> For Agency == AC Transit:
72 north, 72 south, 72L_south, 72L _south, 73 north, 73 south
For Agency == San Francisco MUNI Metro:
j_church_in, j church out, k ingleside in, k ingleside out,
1 taraval in, 1 taraval out, m_oceanview_in, m_oceanview_out,
n_judah_in, n_judah out, shuttle in, shuttle outk
For Agency == MUNI Buses
22 fillmore north, 22 fillmore south
For Agency == Emery-Go-Round
christie_to_emeryville, christie_to_bart, n_hollis_to_emeryville,
n_hollis_to_bart, hollis_amtrak to emeryville, hollis_amtrak to bart,
powell to emeryville, powell to bart, saturday cityloop_emeryville,
saturday cityloop bart, saturday shoppers_emeryville,
saturday shoppers_bart
Sample Expressions Slots Filled
Could you repeat? <action repeat>

It’s Route 72 L Northbound

<route route 72L_north>

J Church Inbound, please

<route j_church in>

Get me twenty two Fillmore Southbound

<route 22 _fillmore south>

Saturday City Loop to Emeryville

<route
saturday cityloop emeryville>

5.76.6 Action
Slots Condition Action Goto
<route> rec Pass AgencyName, and routeto the next GetBusStopHig
confidence state. hConf
high
<route> rec Pass AgencyName, and route to the next ConfirmRouteE
confidence in | state. xplicit
mid-range
<action repeat> -- -- RouteWhatAre
MyChoices
5.76.7 Error Behavior
Condition Action Goto

n=1

Play randomized error for n=1.

Continue with
rec in this state.
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5.76.8 Help Behavior

n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
RouteWhatAreMyChoices_err2.wav Which route would
you like? To hear the choices again, just say ‘repeat.’
[agency specific examples].
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=3 (max) Concatenate: PlayMenuOptio
Universal Error Prompt for n=max. ns (For this
. . agency)
RouteWhatAreMyChoices_maxerr.wav Let’s just go
back to the Agency Menu.
Condition Action Goto
n=1 Concatenate: Continue with

RouteWhatAreMyChoices_help.wav Okay, here’s some
help. Here’s a list of routes. If you hear the one you’d
like, go ahead and say it. You can also say ‘Main Menu’ at
any time.

[List of available bus routes for AgencyName from backend]

rec in this state.
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5.77 ConfirmRouteExplicit

5.77.1 Description

This state is reached from the GetRoute or RouteWhatAreMyChoices state, in case the recognition
confidence for the station name was in the mid range. This is an explicit confirmation state.

If the caller says “yes”, the system will go on to the GetBusStopLowConf state (to get the bus stop). If
the caller says “no”, the system will return to the GetRoute state.

5.77.2 Special Features

Universal Actions are active in this state.

5.77.3 Entry and Exit States

Entry States Exit States
GetRoute GetBusStopLowConf
GetRoute
5.77.4 Initial Behavior
Condition Action Goto
-- Get Route confirmation prompt from back-end Continue with
rec in this state
Concatenate:
ConfirmRouteExplicit_init.wav I heard
[route]

WasThatRight.wav Was that right?

5.77.5 Grammar: ConfirmRouteExplicit

NL Slot Values

<yes_no> yes, no
Sample Expressions Slots Filled
yes <yes_no yes>
nope <yes_no no>
5.77.6 Action

Slots Condition Action Goto

<yes_no yes> -- -- GetBusStopLowCo
nf
<yes_no no> -- -- GetRoute
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5.77.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with
rec in this state.

n= Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

IHeard.wav I heard:
[route]

WasThatRight.wav Was that right?
<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?

n=3 (max) Concatenate: GetRoute

Universal Error Prompt for n=max.

Generic_ maxerr.wav  Let’s back up.

5.77.8 Help Behavior

Condition Action Goto
-- Concatenate: Continue with
ConfirmRouteExplicit_helpl.wav  Okay, help. I heard: | rec in this state.
[route]

ConfirmRouteExplicit_help2.wav  If that’s the right bus
route, please say ‘yes’; otherwise, say ‘no’. To start over
at any time, say ‘Main Menu’.

192

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.



5.78 GetBusStopHighConf

5.78.1 Description

This state is reached from the GetRoute or RouteWhatAreMyChoices state when the caller says the name
of a bus route and the recognition confidence is high. The caller will be asked for the name of the bus
stop that the caller wants ‘next bus’ information for. The system also gives the caller the option to say “I
don’t know”.

If the caller gives the name of a valid bus stop on the route chosen, the system moves to an explicit
confirmation state for the route and bus stop.

If the caller says “I don’t know”, the system goes to the GetBusStopRegion state to offer the caller a list
of possible regions for which the system can provide a list of bus stops.

5.78.2 Special Features

Universal Actions are active in this state.

Use N-Best and skiplists to keep track of bus stops a caller has negatively confirmed.

5.78.3 Entry and Exit States

Entry States Exit States

GetRoute GetBusStopRegion
RouteWhatAreMyChoices ConfirmBothStopsExplicit

5.78.4 Initial Behavior

Condition Action Goto

-- Get grammars for bus stops for this AgencyName,
OriginLocation, and DestinationLocation

-- GetBusStopHighConf _init.wav Now, what’s the bus Continue with
stop? If you’re not sure, say ‘I don’t know’ and I’ll help | rec in this state
you narrow it down.

5.78.5 Grammar: GetBusStopHighConf [dynamic]

| NL Slot | Values
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<bus_stop> From a list. For example:
For AgencyName ==AC Transit:
2ndStAtClaySt, ...
For AgencyName ==San Francisco MUNI Metro
ChurchAtDay, EmbarcaderoStation, BalboaPark Terminal, ...
For AgencyName ==MUNI Buses
18thAtConnecticut, FillmoreAtHaight, ...
For AgencyName ==Emery-Go-Round
MacArthurBARTStation, ChristieAt65th, ParkAtHarlan Pixar,
WatergateTowers, ...
<action> dont_know
Sample Expressions Slots Filled
Corner of eighteenth and Connecticut please <bus_stop 18thAtConnecticut >
Um, Watergate Towers <bus_stop WatergateTowers >
T have no idea <action dont_know>

5.78.6 Action
Slots Condition Action Goto
<action -- -- GetBusStopRegi
dont_know> on
<bus_stop> -- -- ConfirmBothSto
psExplicit
5.78.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetBusStopHighConf _err2.wav If you know which bus
stop you’d like, t ell me the name now. If you’re not sure,
say “I don’t know”.
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=3 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.
GenericMainMenu_maxerr.wav Let’s go back to the Main
Menu.
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5.78.8 Help Behavior

Condition

Action

Goto

GetBusStopHighConf_ Help.wav Here’s some help.
Remember, to start over at any time, say ‘Main Menu’.
Right now, you can get information on a specific bus stop
by giving me the name of the stop, or if you’re not sure,
just say ‘I don’t know’.

Continue with
rec in this state
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5.79 GetBusStopLowConf

5.79.1 Description

This state is reached from the GetRoute or RouteWhatAreMyChoices state when the caller says the name
of a bus route and the recognition confidence is in the mid range. The caller will be asked for the name
of the bus stop that the caller wants ‘next bus’ information for. The system also gives the caller the
option to say “I don’t know”.

If the caller gives the name of a valid bus stop on the route chosen and confidence is in the high range,
the system moves to an implicit confirmation state for the route and bus stop.

If the caller gives the name of a valid bus stop on the route chosen, and confidence is in the mid range,
the system moves to confirm just the ending point (since the route has already been explicitly confirmed

and the end point now requires explicit confirmation).

If the caller says “I don’t know”, the system goes to the GetBusStopRegion state to offer the caller a list
of possible regions for which the system can provide a list of bus stops.

5.79.2 Special Features

Universal Actions are active in this state.

5.79.3 Entry and Exit States

Entry States Exit States

ConfirmRouteExplicit GetBusStopRegion
ConfirmBothStopsImplicit
5.22 ConfirmEndingPoint

5.79.4 Initial Behavior

Condition Action Goto

-- Get grammars for bus stops for this AgencyName,
OriginLocation, and DestinationLocation

Initial Entry GetBusStopLowConf _init.wav Now, what’s the bus Continue with
stop? If you don’t know the name, say “I don’t know” rec in this state
and I’ll help you narrow it down.

Re-entry GetBusStopLowConf _reentry.wav Tell me the name Continue with
of that bus stop again. rec in this state

5.79.5 Grammar: GetBusStopLowConf

| NL Slot | Values
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<bus_stop> From a list. For example:
For AgencyName ==AC Transit:
2ndStAtClaySt, ...
For AgencyName ==San Francisco MUNI Metro
ChurchAtDay, EmbarcaderoStation, BalboaPark Terminal, ...
For AgencyName ==MUNI Buses
18thAtConnecticut, FillmoreAtHaight, ...
For AgencyName ==Emery-Go-Round
MacArthurBARTStation, ChristieAt65th, ParkAtHarlan Pixar,

WatergateTowers, ...
<action> dont_know
Sample Expressions Slots Filled
Corner of eighteenth and Connecticut please <bus_stop 18thAtConnecticut >
Um, Watergate Towers <bus_stop WatergateTowers >
I have no idea <action dont_know>
5.79.6 Action
Slots Condition Action Goto
<action -- Pass AgencyName, OriginLocation, and GetBusStopRegi
dont_know> DestinationLocation to the next state. on
<bus_stop> filled | Rec Pass AgencyName, OriginLocation, ConfirmBothSto
confidence is DestinationLocation, and BusStop to next psImplicit
high state.
<bus_stop> filled | Rec Pass AgencyName, OriginLocation, ConfirmBusStop
confidence is DestinationLocation, and BusStop to next
in the mid state.
range
5.79.7 Error Behavior
Condition Action Goto
=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

GetBusStopLowConf _err2.wav Say the name of the stop,
or if you’re not sure, say ‘I don’t know’.
<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
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n=4 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the Main

Menu.
5.79.8 Help Behavior
Condition Action Goto
-- GetBusStopLowConf_help.wav Here’s some help. Continue with
Remember, to start over at any time, say ‘Main Menu’. rec in this state

Right now, if you’re interested in information on a specific
bus stop, tell me the name of that stop now. If you’re not
sure, just say ‘I don’t know’.
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5.80 GetBusStopRegion

5.80.1 Description

This state is reached from the GetBusStopHighConf or GetBusStopLowConf, after the caller indicates
that they don’t know the name of the bus stop. In this state, the caller is presented with a list of regions
to choose from, and is asked to say which region he/she would like.

Once the caller gives the name of a region, the system will move to confirm the region.

5.80.2 Special Features

Universal Actions are active in this state.

5.80.3 Entry and Exit States

Entry States Exit States

GetBusStopHighConf ConfirmRegion

GetBusStopLowConf

5.80.4 Initial Behavior
Condition Action Goto
First entry Get list of segments (prompts and grammars) from back-end | Continue with
based on AgencyName and route rec in this state
Concatenate:
GetBusStopRegion_initl.wav  I’ll list some segments
of that route. Name one and I’ll list some of the major
bus stop times.
[list of segments]

Re-entry Concatenate: Continue with
GetBusStopRegion_initl.wav  Here are the segments | rec in this state
for that bus route again. Say one and I’ll list stops for
that region.

[list of segments]

5.80.5 Grammar: GetBusStopRegion

NL Slot

Values

<bus_stop_region>

bus route will be provided by PBFarradyne.

From a list of segments returned by the backend. The lists of regions per

Sample Expressions Slots Filled

What are my choices?

<action what_are_my_choices>

How about XXXXX.

value>

<bus_stop_region XXXXX-
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5.80.6 Action

Slots Condition Action Goto
<bus_stop_region -- -- ConfirmRegion
XXXXX-value>

5.80.7 Error Behavior
Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2-3 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
GetBusStopRegion_err2.wav  Tell me the segment you
want. To hear the available segments again, just say
‘repeat’.
<3 second pause>
Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you like?
n=4 (max) Concatenate: PlayMenuOptio
Universal Error Prompt for n=max. ns (For this
agency)
Generic maxerr.wav  Let’s back up.
5.80.8 Help Behavior
Condition Action Goto

Concatenate:

GetBusStopRegion_help.wav ~ Okay, here’s some help.
By the way, at any time you can say ‘Main Menu’. Please
choose one of the following segments, and I’ll play some
bus stop times for you.

[play segments]

Continue with
rec in this state.
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5.81 ConfirmRegion

5.81.1 Description

This state is reached from the GetBusStopRegion state once the caller has said the region. This is an

implicit confirmation state.

The caller has the option to say ‘stop’ or ‘cancel’, in which case the system will go back to the GetRoute

state.

If the caller remains silent, the system will go on to the AnnounceBusTimes state (to announce the bus

times).

5.81.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are not active in this state.

5.81.3 Entry and Exit States

Entry States

Exit States

GetBusStopRegion

GetRoute

AnnounceBusTimes

5.81.4 Initial Behavior

Condition

Action Goto

Concatenate:

[Segment]

ConfirmRegion_init.wav
bus stops from that segment, with arrival times. You
can say ‘repeat’ or ‘stop’ at any time.

-- Get BusStopRegion confirmation prompt from back-end Continue with

rec in this state

Okay, I’ll list some of the

5.81.5 Grammar: ConfirmRegion

NL Slot

Values

<action> stop, cancel, go_back, help, main_menu

Sample Expressions

Slots Filled

Stop! <action stop>
Cancel <action cancel>
Help <action help>
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Go back <action go_back>

Main menu <action main_menu>
5.81.6 Action
Slots Condition Action Goto

<action -- Canceled.wav Okay, canceled. GetRoute

cancel>

<action stop> | -- Stopped.wav  Okay, stopped. GetRoute

NSP -- Set flag BusStopType = General AnnounceBusTi
mes

<action help> | -- Play the help prompt Continue with
rec in this state

<action -- -- GetRoute

go_back>

<action -- -- 5.2 MainMenu

main_menu>

5.81.7 Error Behavior

None.

5.81.8 Help Behavior

Condition Action Goto

-- ConfirmRegion_help.wav  Here’s some help. If that’s Continue with
the wrong segment or if you’re done, say ‘stop’. If it’s the | rec in this state.
right one, just stay on the line and I’ll get you information
on the bus stops in that segment.
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5.82 ConfirmBothStopsExplicit

5.82.1 Description

This state is reached from the GetBusStopHighConf state, once the system has recognized the route with
high confidence, and has recognized the bus stop. This is an explicit confirmation state.

If the caller says “yes”, the system will go on to the AnnounceBusTimes state. If the caller says “no”, the
system will return to the GetRoute state.

5.82.2 Special Features

Universal Actions are active in this state.

5.82.3 Entry and Exit States

Entry States Exit States
GetBusStopHighConf GetRoute
AnnounceBusTimes
5.82.4 Initial Behavior
Condition Action Goto

-- Get Route and bus stop confirmation prompts from back-end | Continue with
rec in this state
Concatenate:

OkayColon.wavOkay:
[route]

And.wav and
[bus stop].

WasThatRight.wav Was that right?

5.82.5 Grammar: ConfirmBothStopsExplicit

NL Slot Values

<yes_no> yes, no
Sample Expressions Slots Filled
yes <yes_no yes>
nope <yes_no no>
5.82.6 Action

Slots Condition Action Goto

<yes_no yes> -- set BusStopType=Specific AnnounceBusTimes
203

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.



<yes_no no> -- -- GetRoute

5.82.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2; Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
ConfirmBothStopsExplicit_err2.wav I heard
[route]
[bus stop]

WasThatRight.wav Was that right?
<3 second pause>

Generic_Press).wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?

n=3 (max) Concatenate: GetRoute

Universal Error Prompt for n=max.

Generic maxerr.wav  Let’s back up.

5.82.8 Help Behavior

Condition Action Goto

-- Concatenate: Continue with
rec in this state.
ConfirmBothStopsExplicit_helpl.wav  Okay, help. I
need to make sure I got the route and bus stop right. I
heard:

[route]

[bus_stop]

ConfirmBothStopsExplicit_help2.wav  If that’s right,
say ‘yes’; otherwise, say ‘no’. To start over, say ‘Main
Menu’.
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5.83 ConfirmBusStop

5.83.1 Description

This state is reached from the GetBusStopLowConf state, after the route has been explicitly confirmed
and in case the recognition confidence for the Bus Stop name was in the mid range. This is an explicit
confirmation state.

If the caller says “yes”, the system will go on to the AnnounceBusTimes state. If the caller says “no”, the
system will return to the GetBusStopLowConf state.

5.83.2 Special Features

Universal Actions are active in this state.

5.83.3 Entry and Exit States

Entry States Exit States
GetBusStopLowConf GetBusStopLowConf
AnnounceBusTimes
GetRoute
5.83.4 Initial Behavior
Condition Action Goto
-- Get BusStop confirmation prompt from back-end Continue with
rec in this state
Concatenate:
OkayComma.wav Okay,
[bus stop].
WasThatRight.wav Was that right?

5.83.5 Grammar: ConfirmBusStop

NL Slot Values

<yes_no> yes, no
Sample Expressions Slots Filled
yes <yes_no yes>
nope <yes_no no>
5.83.6 Action

Slots Condition Action Goto

<yes_no yes> -- set BusStopType = Specific AnnounceBusTimes
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<yes_no no>

GetBusStopLowConf

5.83.7 Error Behavior

5.83.8 Help Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2; Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
ConfirmBusStop_err2.wav The bus stop I heard was:
[bus stop]
WasThatRight.wav Was that right?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: GetRoute
Universal Error Prompt for n=max.
Generic maxerr.wav  Let’s back up.
Condition Action Goto

Concatenate:

ConfirmBusStop_helpl.wav Okay, help. By the way, you
can always say ‘Main Menu’. I’m trying to confirm the
bus stop I heard, which was:

[bus stop]

ConfirmBusStop_help2.wav If that’s right, say ‘yes’. If
not, say ‘no’.

Continue with
rec in this state.
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5.84 ConfirmBothStopsimplicit

5.84.1 Description

This state is reached from the GetBusStopLowConf state, in case the route had been explicitly confirmed
and the recognition confidence for the bus stop was high. This is an implicit confirmation state.

The caller has the option to say ‘stop’ or ‘cancel’, in which case the system will go back to GetRoute.

If the caller remains silent, the system will go on to the AnnounceBusTimes state (to announce the bus
times).

5.84.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.84.3 Entry and Exit States

Entry States Exit States

GetBusStopLowConf GetRoute

AnnounceBusTimes

5.84.4 Initial Behavior

Condition Action Goto

-- Get Route and BusStop confirmation prompts from back-end | Continue with
rec in this state
Concatenate:

OkayComma.wav Okay,
[route]

And.wav and
[bus stop].

5.84.5 Grammar: ConfirmBothStopsIimplicit

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel>
Cancel <action cancel>
Help <action help>
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Go back <action go_back>

Main menu <action main_menu>
5.84.6 Action
Slots Condition Action Goto
<action cancel> | -- Canceled_TryAgain.wav  Okay, GetBARTStation
canceled. Let’s try that again...

NSP -- set BusStopType = Specific AnnounceBusTimes

<action help> -- Play the help prompt Continue with rec in
this state

<action -- -- GetBARTStation

go_back>

<action -- -- 5.2 MainMenu

main_menu>

5.84.7 Error Behavior

None.

5.84.8 Help Behavior

Condition Action Goto

-- ConfirmBothStopsImplicit_help.wavHere’s some help. If | Continue with
I have the wrong route or bus stop, say ‘cancel’. Ifit’s the | rec in this state.
right one, just stay on the line and I’ll get you information
on the next bus.
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5.85 AnnounceBusTimes

5.85.1 Description

This state is reached after the caller has requested ‘next bus’ and has specified all the information
necessary to choose a Bus Route and either a specific Bus Stop or a general Bus Stop Region. This state
announces the time for the next bus at the /stop or the region of stops.

If the caller says “stop” or “cancel”, the system will play a message saying it’s going back, and will move
back to PlayMenuOptions (for AgencyName).

If the caller says nothing, and the Survey flag is on, the system will move to the Survey subdialog.

If the caller says nothing, and the Survey flag is not on, the system will move on to the
RequestForOperator state to see if the caller wants to transfer to an operator.

5.85.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.85.3 Entry and Exit States

Entry States Exit States
ConfirmRegion PlayMenuOptions
ConfirmBothStopsExplicit AskForParticipation
ConfirmBusStop RequestForOperator
ConfirmBothStopsImplicit

5.85.4 Initial Behavior

Condition Action Goto
BusStopType == Concatenate: GetRoute
Specific, No
predictions for the AnnounceBusTimes_Specific NoPrediction_init.wav
route requested We have no current prediction available for that

route. Let’s go back.
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BusStopType ==
Specific, One
prediction for the
route requested

Concatenate:

AnnounceBusTimes_ImplicitMessage init.wav  You
can say ‘stop’ or ‘repeat’ at any time.

If there is only one prediction:
AnnounceBusTimes_VehicleArr_initl.wav  The next
bus arrives at

[time, such as 4:01 p.m.]

If there are two predictions:
AnnounceBusTimes_VehicleArr_initl.wav  The next
bus arrives at

[time]

FollowedByOne.wav  followed by one at

[time].

If there are three predictions:
AnnounceBusTimes_VehicleArr_initl.wav  The next
bus arrives at

[time]

FollowedByOne.wav  followed by one at
[time]

AndAnother.wav  and another one at:
[time].

Continue with rec
in this state.

BusStopType ==
General, no
predictions are
available for the
route requested

AnnounceBusTimes_Specific NoPrediction_init.wav
We have no current prediction for that route.
Let’s go back.

GetRoute
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BusStopType == Concatenate: Continue with rec
General, one or in this state

more predictions are . . .. -
available for the AnnounceBusTimes_Train_ImplicitMessage init.wav

route requested You can say ‘stop’ or ‘repeat’ at any time.

Begin bus stop loop: For up to 10 bus stops in the region,
announce only the first arrival per bus stop. Use same
prompt, substituting the next bus stop in the list with its
associated minutes for up to 10 bus stops total:

For.wav  For
[bus stop]

AnnounceBusTimes_VehicleArr_initl.wav  The next
bus arrives at
[time].

End bus stop loop.

AnnounceBusTimes_PredictionValidAsOf _init.wav
Arrival times are valid as of

[time].
Example: Prediction valid as of 3:10 PM

AnnounceBusTimes_ThatsAll_init.wav That’s all I
have right now.

5.85.5 Grammar: AnnounceBusTimes

NL Slot Values
<action> stop, cancel, go_back, help, main_menu
Sample Expressions Slots Filled
stop <action stop>
cancel <action cancel>
repeat <action repeat>
I’d like the agency menu <action stop>
Different arrival times <action stop>
Help <action help>
Go back <action go_back>
Main menu <action main_menu>
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5.85.6 Action

Slots Condition Action Goto

<action stop> -- StoppedBackToAgencyMenu.wav PlayMenuOptions
Okay, stopped. Back to the
agency menu.

<action cancel> -- CanceledBackToAgencyMenu.wav PlayMenuOptions
Okay, canceled. Back to the
agency menu.

<action go_back> -- -- PlayMenuOptions
<action help> -- play help prompt Continue with rec in
this state
<action repeat> -- Make backend queries and play initial Continue with rec in
prompts from the top of the state. this state.
<action -- -- MainMenu

main_menu>

NSP Survey is on AskForParticipation

NSP Survey is off RequestForOperator

5.85.7 Error Behavior

None.

5.85.8 Help Behavior

Condition Action Goto
-- AnnounceBusTimes_help.wav  Okay, here’s some help. Continue with
I’m about to repeat the arrival times you requested with rec in this state.

the latest update. If you’re through listening to these times
or you want different arrival information for this agency,
say ‘stop’ and we’ll go back to the agency menu. To start
over, say ‘Main Menu’.
Make backend queries and play initial prompts from the top of
the state.
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5.86 AnnounceTrainTimes

5.86.1 Description

This state is reached after the caller has requested ‘next train’ and has specified all the information
necessary to choose a particular BART. This state announces the time for the next six trains at the
station.

After the first six times are played, the user can say “more trains” to get another list.

If the caller says “stop” or “cancel”, the system will play a message saying it’s going back, and will move
back to PlayMenuOptions (for BART).

If the caller says nothing, and the Survey flag is on, the system will move to the Survey subdialog.

If the caller says nothing, and the Survey flag is not on, the system will move on to the
RequestForOperator state to see if the caller wants to transfer to an operator.

5.86.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.86.3 Entry and Exit States

Entry States Exit States
ConfirmBARTStationImplicit PlayMenuOptions
ConfirmBARTStationExplicit AskForParticipation

RequestForOperator
5.86.4 Initial Behavior
Condition Action Goto
There are no AnnounceTrainTimes_NoPrediction_init.wav GetBARTStation
predictions available Sorry, but I can’t find any arrival time
for the station information right now. I’ll take you back a step.
requested.
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Information is
available

Concatenate:

AnnounceTrainTimes_ImplicitMessage init.wav You
can say ‘stop’ or ‘repeat’ at any time.

Begin loop for train arrival times:
[train name]

WillArriveAt.wav will arrive at
[time]

End loop for train arrival times.

Continue concatenation:

AnnounceTrainTimes_PredictionValidAsOf _init.wav
Arrival times are valid as of

[time].

Example: Arrival times valid as of 3:10 PM

If there are more times available:

AnnounceTrain_More.wav To hear more train times,
say ‘more trains’.
Else if there are no more times available

AnnounceTrainTimes_ThatsAll_init.wav That’s all I
have right now.

Continue with rec
in this state.

5.86.5 Grammar: AnnounceTrainTimes

NL Slot

Values

<action>

stop, cancel, go_back, help, main_menu

Sample Expressions

Slots Filled

stop

<action stop>

repeat

<action repeat>

I’d like the agency menu

<action stop>

more trains

<action more>

cancel <action cancel>

go back <action go_back>
main menu <action main_menu>
help <action help>
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5.86.6 Action

Slots Condition Action Goto
<action stop> -- StoppedBackToAgencyMenu.wav PlayMenuOptions
Okay, stopped. Going back to
the agency menu.
<action cancel> -- CanceledBackToAgencyMenu.wav | PlayMenuOptions
Okay, canceled. Back to the
agency menu.
<action go_back> -- -- PlayMenuOptions
<action help> -- play help prompt Continue with rec in
this state
<action repeat> -- AnnounceBusTimes_Repeat_init.w | Continue with rec in
av Sure, let me repeat the arrival this state.
times with the latest predictions.
Make backend queries and play initial
prompts from the top of the state.

<action -- -- MainMenu

main_menu>

NSP Survey is on AskForParticipation

NSP Survey is off RequestForOperator

<action more> -- -- AnnounceTrainTimes
5.86.7 Error Behavior

None.
5.86.8 Help Behavior
Condition Action Goto

AnnounceTrainTimes_help.wav Okay, help. If you’re
done listening to arrival times, say ‘stop’ and we’ll go back
to the agency menu. Or, if you want to go back to the top,

say ‘Main Menu’. I’ll repeat the arrival times you
requested with the latest update now.

Make backend queries and play initial prompts from the top of

the state.

Continue with
rec in this state.
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5.87 RequestForOperator

5.87.1 Description

This state is reached from the AnnounceBusTimes state if the caller said nothing while bus/train times
were being announced, and if the survey was off. The caller is presented with the option to explicitly
request a transfer to the agency operator, or will (implicitly) be brought back to the MainMenu if he/she

says nothing.

5.87.2 Special Features
NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.87.3 Entry and Exit States

Entry States Exit States

AnnounceBusTimes MainMenu
AnnounceBusTimes

Transfer to Agency Operator

5.87.4 Initial Behavior

Condition Action

Goto

-- Concatenate:

RequestForOperator_initla.wav If you’d like to be
connected to the operator for

[AgencyName — use Mid version]
RequestForOperator_initlb.wavsay ‘operator’. To go
back to the your choices, stay on the line. If you’re
done, just hang up.

Continue with
rec in this state

5.87.5 Grammar: RequestForOperator

NL Slot Values
<action> operator, cancel, main_menu, help, go_back
Sample Expressions Slots Filled

I’d like to talk to the operator, please. <action operator>
Agency operator <action operator>

AC Transit operator <action operator>
Main Menu <action main menu>
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Cancel <action cancel>

5.87.6 Action
Slots Condition Action Goto
<action cancel> -- Canceled_GoBack.wav Okay, canceled. | RideshareMain
Let’s back up.
<action go_back> | -- -- RideshareMain
<action help> -- play help prompt Continue with rec
in this state
<action operator> RequestForOperator_Transferring.wav Transfer to Agency
Okay, I’ll transfer you to the Operator (for
operator. AgencyName)
<action main -- -- PlayMenuOptions
menu>
NSP -- -- PlayMenuOptions
5.87.7 Error Behavior
None.
5.87.8 Help Behavior
Condition Action Goto
-- RequestForOperator_help.wav All right. Here’s some Continue with
help. For the agency operator, say ‘operator.” Or just rec in this state.
stay on the line and I’ll take you back to the Main Menu.
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5.88 AskForParticipation

5.88.1 Description

This state is reached after the caller has completed a major transaction, when the survey feature is on.
The major transactions that have the possibility for a survey are:

e  Successfully requesting a Traffic Incident

o In the PostPlayTrafficIncidents Subdialog

o  With TrafficMode = TrafficIncidents

Successfully requesting an Estimated Driving Time

o In the PostPlayTrafficIncidents Subdialog

o  With TrafficMode = EstimatedDrivingTime

After announcing bus times

o Inthe Announce Bus Subdialog

o Inthe CreateAgencyMenu Subdialog

Successfully requesting a pre-recorded announcement from Transit

If the survey has been turned on at one of these points, the caller will be asked in this state if she/he

wants to participate in the survey.

If the caller says “yes”, the system will move to the StartSurvey state. If the caller says “no”, the system
will play a prompt telling the caller the system will go back to the Main Menu and letting the caller know

to hang up if he/she is done.

5.88.2 Special Features

Universal Actions are active in this state.

5.88.3 Entry and Exit States

Entry States

Exit States

PlayIncident

PlayTTSIncident

AnnounceBusTimes
PlayMenuOptions (For an agency)
5.50 PlayRecordedMessage

5.18 PostPlayTrafficIncidents

(for TrafficIncidents or EstimatedDriving Time)

(for TrafficIncidents or EstimatedDrivingTime)

MainMenu
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5.88.4 Initial Behavior

Condition

Action

Goto

The backend returns
a prerecorded
survey information
message.

Concatenate:

AskForParticipation_initl.wav  To help us continue to
improve our service, we’d like to ask you to participate in
a survey.
AskForParticipation_init2.wav Here’s some
information on that survey.

[Prerecorded survey information message]

AskForParticipation_init3.wav
participate?

Would you like to

Continue with
rec in this state

The backend doesn’t
return a prerecorded
survey information
message.

Concatenate:

AskForParticipation_init4.wav  So that we can continue
to improve our service, we’re conducting a 511 caller
survey.

AskForParticipation_init3.wav  Would you like to
participate?

Continue with
rec in this state

5.88.5 Grammar: AskForParticipation

5.88.6 Action

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
yes <yes_no yes>
nope <yes_no no>
Slots Condition Action Goto
<yes_no yes> -- StartSurvey

<yes_no no>

-- AskForParticipation_No.wav  No
problem. Let’s go back... If you’re
finished, just hang up.

Return to previous
state
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5.88.7 Error Behavior

Condition Action Goto

n=1 Play randomized error for n=1. Continue with
rec in this state.

n=2 Concatenate: Continue with

Universal Error Prompt for n=2. rec in this state

AskForParticipation_err2.wav Just say ‘yes’ or ‘no’.
<3 second pause>

Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?

n=3 (max) Concatenate: MainMenu
Universal Error Prompt for n=max.

GenericMainMenu_maxerr.wav Let’s go back to the
Main Menu.

5.88.8 Help Behavior

Condition Action Goto

-- AskForParticipation_help.wav Okay, help. If you’d like | Continue with
to participate in our survey, say ‘yes’; if not, say ‘no’ and | rec in this state.
we’ll go back to the Main Menu.
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5.89 StartSurvey

5.89.1 Description

This state is reached from AskForParticipation when the caller indicates they would like to participate in
the survey. The system thanks the caller, indicates the number of questions the caller will be asked, and
presents the caller with the option to say ‘stop’ to avoid beginning the survey.

If the caller says ‘stop’, the system returns to the MainMenu. If the caller says nothing (NSP), the system
moves to the AskQuestion state to begin the survey.

5.89.2 Special Features

NSP should be set to 2 seconds, and client. HotWordMinSeconds=0.1

This state uses Hotword.

Universal Actions are NOT active in this state.

5.89.3 Entry and Exit States

5.89.4 Initial Behavior

questions in survey

(It is not expected
that this condition
will ever occur,
since the Survey
flag should only be
turned on if there is
at least one question
available in the
survey. This
condition is
included to make the
flow of dialog
reasonable in case
the survey flag is
turned on for some
reason, and there are
no questions.)

we don’t have any questions at the moment. Let me take
you back to the Main Menu.

Entry States Exit States
AskForParticipation MainMenu
AskQuestion
Condition Action Goto
Backend returns 0 StartSurveyNoQuestions_init.wav  Sorry, it looks like | MainMenu
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or more questions in | you
survey with the

Backend returns one | StartSurvey_initl.wav Thank you. We’ll be asking

prompts and Choose the appropriate questions prompt:
grammars for each OneQuestionPeriod.wavone question.
question TwoQuestionsPeriod.wav  two questions.

ThreeQuestionsPeriod.wav three questions.
FourQuestionsPeriod.wav four questions.
FiveQuestionsPeriod.wav  five questions.
SixQuestionsPeriod.wavsix questions.
SevenQuestionsPeriod.wav seven questions.
EightQuestionsPeriod.wav eight questions.
NineQuestionsPeriod.wav  nine questions.
TenQuestionsPeriod.wav  ten questions.

For numbers higher than 10, concatenate:

[number of questions]
QuestionsPeriod.wav  questions.

StartSurvey init2.wav If you don’t want to continue,
just say ‘stop’ now . Otherwise, let’s begin.

Continue with
rec in this state

5.89.5 Grammar: StartSurvey

NL Slot Values
<action> cancel, go_back, help, main_menu
Sample Expressions Slots Filled
Stop! <action cancel >
Cancel <action cancel >
5.89.6 Action
Slots Condition Action Goto

<action cancel> -

StartSurvey_stopped.wav  Okay, we’ll
skip the survey. Back to the Main
Menu.

5.2 MainMenu

NSP -- -- AskQuestion
<action help> -- Play the help prompt Continue with
rec in this state
<action go back> | -- -- 5.2 MainMenu
<action -- -- 5.2 MainMenu
main_menu>
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5.89.7 Error Behavior

None.

5.89.8 Help Behavior

Condition Action Goto

-- StartSurvey help.wav Here’s some help. If you don’t Continue with
want to participate in this survey, say ‘stop.’ If you do, just | rec in this state.
stay on the line, and we’ll begin.
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5.90 AskQuestion

5.90.1 Description

This state is reached from the from the StartSurvey state or looping back from the AskQuestion state for
subsequent questions. The caller is asked a survey question from the backend and the response is
recorded and recognized with a dynamic grammar associated with that survey question.

There are three types of survey questions:
¢  Yes/No questions
e  Multiple Choice: 2-5 choices, each represented by a number from 1-5
e A scale (such as “very satisfied”, “not very satisfied”, ... etc.), with up to 5 values on the scale.
Potential types of questions:

1. How easy was this service to use?
Very easy
Somewhat easy
Not very easy

2. How useful was the information you received?
Very useful
Somewhat useful
Not very useful

3. How useful was the current traffic conditions information you received?
Very useful
Somewhat useful
Not very useful

4. Did you receive the estimated driving time for your destination?
Yes
No

5. Would you use this service again for traffic information?

Yes
No

5.90.2 Special Features

Although this is a regular recognition state, no error behavior will be used. Instead, the application will
record the confidence score. Errors will be treated the same as if the <survey_response> slot was filled.

Universal Actions are active in this state.

5.90.3 Entry and Exit States

Entry States Exit States

StartSurvey AskQuestion
AskQuestion EndSurvey
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5.90.4 Initial Behavior

question in the
survey.

[Survey question prompt]

Condition Action Goto
This is the first Concatenate: Continue with
survey question, and rec in this state
there are more than AskQuestion_initl.wav OKkay, first question:
one survey
questions in all. [Survey question prompt]
This is the first Concatenate: Continue with
survey question, and rec in this state
there is only one AskQuestion_init2.wav Okay:

This is not the first
survey question, and
not the last survey
question.

Concatenate:
AskQuestion_init3.wav

[Survey question prompt]

Next question:

Continue with
rec in this state

This is the last
survey question, and
there was more than
one question in the
survey in all.

Concatenate:
AskQuestion_init4.wav

[Survey question prompt]

And here’s the last question:

Continue with
rec in this state

5.90.5 Grammar: AskQuestion (dynamic)

NL Slot

Values

<survey_response>

yes, no

<survey_response>

question)

one, two, three, four, five (actual number of responses to multiple choice
may range from 2 to 5, to be dynamically determined based on the

<survey_response>

very unsatisfied

Up to a 5 point scale with descriptor words for each scale degree, to be
dynamically loaded based on the question. For instance:

very_satisfied, satisfied, somewhat_satisfied, not_very_satisfied,

Sample Expressions

Slots Filled

stop <action stop>
Um, no <survey_ response no>
I’d say three <survey_ response 3>

I’m somewhat satisfied

<survey_ response
somewhat satisfied>

5.90.6 Action

| Slots

Condition
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<action stop> -- AskQuestion_stopped.wav Okay, | MainMenu
stopping the survey. Back to the
Main Menu.
<action repeat> -- play survey question prompt Continue with rec in
this state
<survey_ There are one | Send the survey response, along with | AskQuestion
response> is filled: | or more survey | the Recognition Confidence value for
questions left this response, to the backend
to go. Increment SurveyQuestionNumber
counter
<survey_ That was the Send the survey response, along with EndSurvey
response> is filled: | last survey the Recognition Confidence value for
question this response, to the backend
Increment SurveyQuestionNumber
counter
5.90.7 Error Behavior
None.
5.90.8 Help Behavior
Condition Action Goto

-- AskQuestion_help.wav Here’s some help. If you want to
hear that survey question again, say ‘repeat’. To end this
survey, say ‘stop’ and we’ll go back to the Main Menu.
<slight pause> OK, let’s go back to the survey.

play survey question prompt

Continue with
rec in this state.
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5.91 EndSurvey (non-rec)

5.91.1 Description

This non-recognition state is reached from the AskQuestion state when a caller has completed the last
question in the survey. A message is played thanking the caller for participating in the survey, and
indicating that the system will return to the Main Menu, giving the caller the option to hang up if they’re

done.

5.91.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.91.3 Entry and Exit States

5.91.4 Initial Behavior

Entry States Exit States
AskQuestion MainMenu
Condition Action Goto
-- EndSurvey_init.wav  That’s it! Thanks! Your MainMenu

participation in this survey will help us serve you better.
I’ll take you back to the Main Menu now , or , if you’re
done, just hang up now.

5.91.5 Grammar:

None.

5.91.6 Action

None.

5.91.7 Error Behavior

None.

5.91.8 Help Behavior

None.
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5.92 PlayFloodgateMessage (non-rec)

5.92.1 Description

This non-recognition state is reached from the following points in the application, in case a flag is set
indicating that there is a floodgate message available. Floodgate messages are temporary, important
announcements relative to the particular part of the dialog that has been reached.
The following portions of the dialog may have floodgate messages:

e  Main Menu

e Public Transportation

e Estimated Driving Time

e Para Transit

e  Each Airport Submenu (SFO, SJIC, OAK)

e  Public Transportation Agency Menus

e Before a transfer to either of the Rideshare agencies
If one or more floodgate messages are available at a selected point in the dialog, the number of messages
and their prompt files will be retrieved from the dialog state that detected that the floodgate flag was set.
That still will then move the system to this non-recognition state, passing in the floodgate message

prompt files.

Once the floodgate messages have been played, the call is returned to the previous state and the dialog
continues as it would have.

5.92.2 Special Features

This is a non-recognition state.

Universal Actions are not active in this state.

5.92.3 Entry and Exit States

Entry States Exit States
MainMenu MainMenu
PublicTransportationMenu PublicTransportationMenu
5.19 GetStartingPoint 5.19 GetStartingPoint
GetParaTransitAgency GetParaTransitAgency
AirportMenu (for SFO, SJIC, or OAK) AirportMenu (for SFO, SJIC, or OAK)
PlayMenuOptions (for the selected Agency) PlayMenuOptions (for the selected Agency)
RideshareSolanoTransfer RideshareSolanoTransfer
RideshareTransfer RideshareTransfer
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5.92.4 Initial Behavior

Condition Action

Goto

Play floodgate message(s) passed in.

Return to calling
state and continue
dialog from
calling point.

5.92.5 Grammar:

None.

5.92.6 Action

None.

5.92.7 Error Behavior

None.

5.92.8 Help Behavior

None.
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5.93 Goodbye

5.93.1 Description

This state is reached whenever the caller says “goodbye”. It checks the confidence level, and if it’s
above the high confidence threshold, plays a goodbye message and hangs up. If it’s medium confidence,
the caller is asked to explicitly confirm that they’d like to hang up..

5.93.2 Special Features

Universal Actions are active in this state.

5.93.3 Entry and Exit States

Entry States Exit States

All states in which universals are active Hang up

Previous state

5.93.4 Initial Behavior

Condition Action Goto
Conf. threshold > Goodbye.wav Thanks for calling 511. Goodbye. Hangup
MAX [80]
Conf. threshold > Goodbye_confirm.wav I thought I heard you say Continue with
MIN [45] < MAX goodbye. Do you really want to exit the system? rec in this state
[80]

5.93.5 Grammar: AskQuestion (dynamic)

NL Slot Values
<yes_no> yes, no
Sample Expressions Slots Filled
no! <yes_no no>
yes <yes_no no>
5.93.6 Action
Slots Condition Action Goto

<yes_no yes> -- Goodbye _yes.wav Okay, thanks Hangup
for calling 511. Goodbye.

<yes_no no> -- Goodbye no.wav  Oh, my Previous State
mistake. Let’s go back.
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5.93.7 Error Behavior

Condition Action Goto
n=1 Play randomized error for n=1. Continue with
rec in this state.
n=2 Concatenate: Continue with
Universal Error Prompt for n=2. rec in this state
Goodbye_err2.wav Do you really want to hang up?
<3 second pause>
Generic_Press0.wavYou can also press 0 at any time to
hear a list of touch-tone commands. What would you
like?
n=3 (max) Concatenate: Previous State

Universal Error Prompt for n=max.

Generic_maxerr.wav___ Let’s go back.

5.93.8 Help Behavior

Condition

Action

Goto

Goodbye_help.wav Okay, help. I thought I heard you say
goodbye. If you want to hang up, say ‘yes’. If you don’t
want to hang up, say ‘no’.

Continue with
rec in this state.

231

Copyright 2001 by Nuance Communications. All rights reserved. No part of this document may be used, reproduced or disclosed without a license
agreement or nondisclosure agreement with Nuance Communications.




6 Appendices

6.1 Grammar and Slot Definitions

Dialog State Grammar slots slot values

MainMenu MainMenu action traffic_menu,
publictrans_menu,
rideshare, bicycling,
spare_the_air,
airport, paratransit,
transit_agencies,
ac_transit, traffic,
estimated driving,
what are my choic
es, yes, none

Welcome Welcome action traffic_menu,
publictrans_menu,
rideshare, bicycling,
spare_the_air,
airport, paratransit,
transit_agencies,
ac_transit, traffic,
estimated driving,
what are my choic
es, yes, none

WhatAreMyChoices | WhatAreMyChoices action traffic_ menu,
publictrans_menu,
rideshare, bicycling,
spare_the_air,
airport, paratransit,
transit_agencies,
ac_transit, traffic,
estimated driving,
what are my choic
es

TrafficMenu TrafficMenu menu_option traffic,
est_driving_time,
planned hiway con

str, airport
GetLocation GetLocation highway [highways]
bridge [bridges]
city [cities]
hotspot [hotspots]
action list
ConfirmLocation ConfirmLocation action cancel, go_back,

help, main_menu
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Prelncidents Prelncidents action stop, cancel,
go_back, help,
main_menu

PlayIncident PlayIncident action stop, cancel, help,
repeat, main_menu,
go_back

PostPlayTrafficInci | PostPlayTrafficIncidents action repeat, incidents,

dents estimated

RideshareMain RideshareMain menu_option rideshare_napasola
no_op,
rideshare_op

RideshareSolanoTra | RideshareSolanoTransfer action cancel, go_back,

nsfer help, main_menu

RideshareTransfer RideshareTransfer action cancel, go_back,
help, main_menu

ListLocations ListLocationsTraffic location_type highway, city,
bridge, hot_spot

ListLocations ListLocationsEstimated location_type city, hot_spot

GetRegion GetRegion region san_francisco,
peninsula, east_bay,
south bay,
north_bay

PlayLocationList PlayLocationList highway, bridge, a dynamic list based

hot_spot, city, on category user

action chose
(LocationType);
‘stop’ is always an
action

EndOfListLocations | EndOfListLocations highway, bridge, dynamic the same

hot_spot, city as
PlayListLocations

GerMorelnformatio | GetMorelnformation more_info dynamic

n

ConfirmMorelnfo ConfirmMorelnfo action cancel, help,
main_menu,
go_back

6.2 Other Prompts

6.3 Prompt List

Canceled.wav ~ Okay, canceled. 15

UE_Errorl _a.wav N T0] 5 ) 2 SOOI 15
UE_Errorl_b.wav WHhat Was that?..........coveviiiiieiicieeeeee ettt e e sseennees 15
UE_Rej 2a.wav TmISSEA that. ......coiieieiieecee et enees 16
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UE_Rej 2b.wav
UE Rej Max.wav
UE DTMF.wav

SystemError HangUp.wav

SystemError MainMenu.wav

SystemError General.wav
Welcome_init.wav
Welcome_init.wav
MainMenu_cancel.wav
MainMenu_actionla.wav
MainMenu_actionlb.wav
MainMenu_actionlc.wav
MainMenu_tip.wav
MainMenu_action2a.wav
MainMenu_action2b.wav
MainMenu_action2c.wav
MainMenu_tip.wav
MainMenu_action3a.wav
MainMenu_action3b.wav
MainMenu_action3c.wav
MainMenu_tip.wav
MainMenu_action4a.wav
MainMenu_action4b.wav
MainMenu_action4c.wav
MainMenu_tip.wav
MainMenu_action5a.wav
MainMenu_action5b.wav
MainMenu_action5c.wav
MainMenu_tip.wav
MainMenu_action6a.wav
MainMenu_action6b.wav
MainMenu_action6¢c.wav
MainMenu_tip.wav

MainMenu_action7a.wav

Tdidn’t catch that. .......ooveiiiiiiiic e 16
I still didn’t @t that.......ccvveiieiieiiecieeeieee et 16

That’s not a touch-tone I recognize. Press 0 to hear a list of available touch-tone
COMMANGS. ...ttt ettt sttt st be st e e s eene s eenen 16

Sorry, but the system is having some technical difficulties. Please try calling

again later. Thank you. GoodbYe. .......ccccccvriiriiiieiiee e 16
Sorry, but the system seems to be having some problems. Let’s go back to the

MaAIN MEMNUL vttt nne e 16
Sorry, but the system seems to be having some problems. Let’s back up. ........ 16
Welcome to 511, the Bay Area’s source for traffic and transportation............... 18
Welcome to 511, the Bay Area’s source for traffic and transportation............... 18
Okay, canceled. [Landmark] Main Menu. What would you like to do?.......... 18
OKaY, trAfTIC. .ooviiiieiecieeeee ettt eaeas 18
SUTE, tTATTIC. ..oeeeiiieiceeee e 18
Okay, traffic information. ...........ccccvevuieiieiieiiecieseee e 18
By the way, to start over at any time, just say ‘Main Menu.” ..........cccceeevenennene 18
Okay, public tranSpOrtation. .........ccueiiereereereeie e stee ettt eeees 19
Sure, public tranSPOITATION. ........evueeieierieeie e eiieie et 19
Public tranSpOItation. ........cceeiuiereeie ettt 19
By the way, to start over at any time, just say ‘Main Menu.” ..........cccccoeveneene 19
Sure, carpooling and vanpoOliNng. .........cccceverererieieieieiee e 19
Carpooling and VanpOOIINg. ........cccceouirireririnieieieiee ettt 19
Okay, carpooling and VanpOOling. ..........ccceeeuireerieneenieieeieeeeeeese e ere e senes 19
By the way, to start over at any time, just say ‘Main Menu.’ ..........c.ccceevveneennen. 19
BICYCINE. oottt et ettt e b e et e et ta e be e beenaeeneas 19
OKAY, DICYCIHINZ. ...veeuvieeieeiieiieiiee ettt ettt e st e sbe e e enseennesnees 19
SUIE, DICYCING. ..oivieiieiieie ettt e e ae e ses 19
By the way, to start over at any time, just say ‘Main Menu.” ..........cccceeevenennene 19
ATPOTES. ettt ettt sttt sab e st e sat e e sateesateesaeeenbteesbaeenne 19
(02 11 010 ¢ £SO RPRR 19
N LT CC 1y 010) 4 USSP 19
By the way, to start over at any time, just say ‘Main Menu.” ..........cccccoeveneene 19
SUTE, PATaTTANSIE. ....ceieeiiiieeieiee ettt et e et e e e e et e s enaeessnaeeeeas 20
OKay, ParaTransit. ........cccveevieeveeieiienieesieeteseeseesteesteeseseeesseesseesseesseessesssessessens 20
ParaTTanSIt. ..eveeeieieiieiieteee ettt bbbttt 20
By the way, to start over at any time, just say ‘Main Menu.’ ..........c.cccceevveneennen. 20
Sure, transit AZEINCIES. ....vevvierierrerierrierieerteetesteeeeeeeeaessaesseeseesesssesseesseenseensennns 20
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MainMenu_action7b.wav
MainMenu_action7c.wav
MainMenu_tip.wav
MainMenu_action8a.wav
MainMenu_action8b.wav
MainMenu_action8c.wav
MainMenu_tip.wav
MainMenu_action9a.wav
MainMenu_action9b.wav
MainMenu_action9c.wav
MainMenu_tip.wav
MainMenu_action10a.wav
MainMenu_action10b.wav
MainMenu_actionl0c.wav
MainMenu_tip.wav

MainMenu_actionyes.wav

MainMenu_actionnone.wav

MainMenu_errl.wav

MainMenu_err2.wav

MainMenu_err2a.wav

MainMenu_err3a.wav

MainMenu_maxerr.wav

MainMenu_help.wav

MainMenu_init.wav

OKay, transit AGEINCIES. . ...vevviereererrierreesieereeteseesseesseeseesseessesseesseesseesesssesseessees 20
TraNSIt AZEICIES. .veevvieereeiieirieitieieeieeteste st esteesteeseeeteessaesseesseessessaesseeseessesssessees 20
By the way, to start over at any time, just say ‘Main Menu.” .........cccceevevenennene 20
AC TTANSIE. ettt sttt ettt sb e sb ettt ene s 20
SULE, AC TIANSIE. ..vveieeeiiieeeeie et eee e e e et e e e eareeeeeneeeeenneeeans 20
OKAaY, AC TTANSIL. .e.eeeiieiieiieieeiee ettt ettt st e et eeneeeneeseeeeeas 20
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenee. 20
B i (O (] 0 0) (TSR RSRR 20
Okay, traffic TEPOTLS. ....eiuieeiiee ettt 20
Sure, traffic TEPOTLS. ...veeiiieiiieeiieeieeeeeee e e et e e saaeeeee s 20
By the way, to start over at any time, just say ‘Main Menu.” ..........cccceeevenenene 20
Estimated driving tiMe. ......c.cccvieverieriesieeieeie ettt ere e eee e esreesseessesesesseensees 21
Sure, estimated driving tME. .........cceevvireierierieie e seesae e eeas 21
Okay, Estimated Driving Time. .........ccoccvevieriieriieieeieseee e 21
By the way, to start over at any time, just say ‘Main Menu.” ..........ccccceevenennene 21

Which would you like? To hear a complete list of what’s available, say ‘What
A€ MY CROICES?” ..ottt ettt e 21

If you’d like to hear a complete list of what’s available, say “What are my
CROICEST” ..ttt ettt et sa e sttt nens 21

[COACHING note: downplay “Sorry”]Sorry, I didn’t catch that. You can ask
me for information on public transportation, traffic, bicycling, carpooling, or
vanpooling. Which would you lIKe? .........ccccoeiiiiieiiiieree e 21

<brief pause> To hear a complete list of what’s available, say “What are my
choices?’ <3 second pause> You can press 0 at any time to hear a list of touch-
tone commands. What would you liKe? ...........cccoevevienieniieciiciececeee e 21

To hear a complete list of what’s available, say ‘What are my choices?” You
can press 0 at any time to hear a list of touch-tone commands. What would you
TEKE? o 21

To hear a complete list of what’s available, say ‘What are my choices?’, or for
more information, say ‘help’. You can also press 0 at any time to hear a list of
touch-tone commands. What would you like?..........ccccooiriininiinieieee, 22

I’'m afraid I’'m having some difficulty with your request. Please try again later.
Thanks, and ZOOADYE. ......c.ceiiiiiiieiieee e 22

Okay, here’s some help for you. Here at the Main Menu, you can say things like
‘traffic information,” ‘public transportation information’, or ‘carpooling’. For a
complete list of what’s available, say “What are my choices?’ Press 0 to geta
list of touch-tone commands at any time during your call. And remember, you
can say ‘help’ or ‘repeat’ at any time. What would you like? .........ccccoceveninene 22

[Landmark] Main Menu. I can give you information on public transportation,
traffic, bicycling, carpooling or vanpooling. <slight pause> Which would you
like? <3 second pause> To hear a complete list of what’s available, say ‘What
are my choices?’. You can also say ‘help’ at any time, or press 0 for touch-tone
options. Now, what can I et YOU?........ccooiiiiiiiiieeeee e 24
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MainMenu_initl.wav

MainMenu_cancel.wav
MainMenu_actionla.wav
MainMenu_actionlb.wav
MainMenu_actionlc.wav
MainMenu_tip.wav
MainMenu_action2a.wav
MainMenu_action2b.wav
MainMenu_action2c.wav
MainMenu_tip.wav
MainMenu_action3a.wav
MainMenu_action3b.wav
MainMenu_action3c.wav
MainMenu_tip.wav
MainMenu_action4a.wav
MainMenu_action4b.wav
MainMenu_action4c.wav
MainMenu_tip.wav
MainMenu_action5a.wav
MainMenu_actionSb.wav
MainMenu_action5c.wav
MainMenu_tip.wav
MainMenu_action6a.wav
MainMenu_action6b.wav
MainMenu_action6c.wav
MainMenu_tip.wav
MainMenu_action7a.wav
MainMenu_action7b.wav
MainMenu_action7c.wav
MainMenu_tip.wav
MainMenu_action8a.wav
MainMenu_action8b.wav
MainMenu_action8c.wav
MainMenu_tip.wav

MainMenu_action9a.wav

[Landmark] Main Menu. I can get you information on public transportation,
traffic, bicycling, carpooling or vanpooling. <3 second pause> You can also

say ‘What are my choices?’. If you’re finished, say ‘goodbye.’........cccceecvennene 24
Okay, canceled. [Landmark] Main Menu. Now, what would you like? .......... 24
OKAY, trATTIC. .eouveeieeieiet et ettt ettt eneas 24
N0 (I8 e § 4 (o 24
Okay, traffic iInformation. ...........ccceeiieiiiieiere e 24
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenee. 24
Okay, public tranSPOTtAtION. ......c.eeueeuieieieriesteete ettt 25
Sure, public tranSPOItAtION. ........ccveivieriieiieeieeteeete ettt eere e saeere e 25
PUDIIC tranSpOTtatioN. ......eeeveeeriieeiieeiieeeeeieeeiee et e eteeeteesbeeeereesbeeebeesnseesnsee e 25
By the way, to start over at any time, just say ‘Main Menu.” ..........c.cccoeevveeeennen. 25
Sure, carpooling and vanpoOling. ..........cccevvveriieviieiiieienieieeie e 25
Carpooling and vanpoOoling............cceccverierieriierieeieeiereeie e se e eee e 25
Okay, carpooling and VanpOOling. .........ccecveruerierienienieie e 25
By the way, to start over at any time, just say ‘Main Menu.” .........cccceeevenennene 25
BACYCINE. ..ttt 25
OKAY, DICYCIHINEG. «..eeeutieeieeiietiete ettt ettt 25
SULE, DICYCINE. ..ottt 25
By the way, to start over at any time, just say ‘Main Menu.” ..........cccccoeveneene 25
ATPOTES. 1.vtieeieeite ettt et ettt e st e ettt e st e e aae e sbeesae e sbeensseessaensseenssaensaeensseensnennns 25
OKAY, QITPOTES. ..eeeeuienieteete ettt et et ettt ete ettt ese et e e aeetesbesaeebeeseenseneeneeaseseeas 25
SUIE, AITPOTES. ..c.vievieerieeieeiieeiesteeteeteeteseesteesseesseeseessessaesseesseessesssesseesseesseessenses 25
By the way, to start over at any time, just say ‘Main Menu.’ ..........c.ccceevveneennen. 25
SUTE, ParaTTanSIt. ....cocuvviiieeieiee et e et e e e e s eaaeeeeenneeeens 26
OKay, ParaTransit. ........ccveeveeeieeieeiesieeieeieste e esteeeeeeeseesseeteenseensesseesseensens 26
ParaTTanSIt. ..covereeeeieieeiietetee ettt st 26
By the way, to start over at any time, just say ‘Main Menu.” ..........cccceeevenennene 26
Sure, transit AZEINCIES. ....eevueeuerieriierieerie ettt ettt ettt e e eeeeeeeesaeeseeeeeenes 26
OKay, transit AZEINCIES. .. ..eecveeurerriertieteeteete e stee st esteeeeeeeeneesseesteenteeneeeneesseesneas 26
TranSit AZEINCIES. ..eeuveeueeeeietientieie et eeesee st ettt e et e et e e e et e enee e st esbe e teenneeneeeneas 26
By the way, to start over at any time, just say ‘Main Menu.” ..........cccccoeveneene 26
AC TTANSIE. ettt sttt ettt st esb ettt et eetesbeenbeas 26
SULE, AC TTANSIE. .vviiienieiiecieiee ettt eee e e et e e et e s eenaeeeeeaneeeens 26
OKaY, AC TTANSIL. ...veeevieiieiieiieiesieste ettt e steesteeaeseeeseeesseeteesseessesssesseensens 26
By the way, to start over at any time, just say ‘Main Menu.” ..........c.cccoeevvennenen. 26
B N O (S 0 0] TR 26
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MainMenu_action9b.wav
MainMenu_action9c.wav
MainMenu_tip.wav
MainMenu_actionl0a.wav
MainMenu_action10b.wav
MainMenu_action10c.wav
MainMenu_tip.wav

MainMenu_actionyes.wav

MainMenu_actionnone.wav

MainMenu_errl.wav

MainMenu_err2.wav

MainMenu_err2a.wav

MainMenu_err3a.wav

MainMenu_maxerr.wav

MainMenu_help.wav

WhatAreMyChoices_init.wav

MainMenu_actionla.wav
MainMenu_actionlb.wav
MainMenu_actionlc.wav
MainMenu_tip.wav

MainMenu_action2a.wav

MainMenu_action2b.wav

OKay, traffiC TEPOITS. .....ieieiietieieeie ettt te e te b e esseeeseesaenaeas 26
Sure, traffic TEPOTLS. ....cvvieiieiieiieieeie et ees 26
By the way, to start over at any time, just say ‘Main Menu.” .........cccceevevenennene 26
Estimated driving time. ........cccveuerierieseeie ettt ettt sneesseensees 27
Sure, estimated driving timMe. .........ccceevveeeieriierierie et 27
Okay, Estimated Driving TIme. .........ccoooeerieiieiieeeeeeee e 27
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenee. 27

Which would you like? To hear a complete list of what’s available, say ‘What
AT€ TNY CROTCES?” .ttt ettt ettt st e be et eeeenee e 27

If you’d like to hear a complete list of what’s available, say ‘What are my
CROICES? .ttt sttt sttt sttt 27

[COACHING note: downplay “Sorry”’]Sorry, I didn’t catch that. You can ask
me for information on public transportation, traffic, bicycling, carpooling, or
vanpooling. Which would you IKe? .........cccccveviiriirieieieeeeeeeeee e 27

<brief pause> To hear a complete list of what’s available, say ‘What are my
choices?’ <3 second pause> You can press 0 at any time to hear a list of touch-
tone commands. What would you liKe?...........ccoooieiiiiiiiiniieeeeeeeeen 27

To hear a complete list of what’s available, say ‘What are my choices?” You
can press 0 at any time to hear a list of touch-tone commands. What would you
BIKE? ettt 27

To hear a complete list of what’s available, say ‘What are my choices?’, or for
more information, say ‘help’. You can also press 0 at any time to hear a list of
touch-tone commands. What would you LiKe?..........cccoovevievieciiicieiieneeieee 28

I’m afraid I’'m having some difficulty with your request. Please try again later.
Thanks, and O0OADYE. .......ccveeviriiiiieiieeee e 28

Okay, here’s some help for you. Here at the Main Menu, you can say things like
‘traffic information’, ‘public transportation information’, or ‘carpooling’. For a
complete list is what’s available, say ‘What are my choices?’. Press 0 to get a
list of touch-tone commands at any time during your call. And remember, you
can say ‘help’ or ‘repeat’ at any time. What would you like? .............cccceeeeeee. 28

Here’s a list of everything you can do with the 511 system. If you hear what
you’d like, feel free to interrupt me. You can ask for information on public
transportation, traffic, bicycling, carpooling, or vanpooling. You can also ask
for information on airports. If you want to hear about Spare the Air Day, say
‘Spare the air’. You can also go directly to any of the following: ParaTransit,
Public Transit Agencies, Traffic Reports, Estimated Driving Time, or AC

Transit. To hear these again, say ‘repeat’. Which would you like? .................. 29
OKAY, trATTIC. .eouverieeieiiee ettt ettt eneas 30
SUTE, tTATTIC. ..veeeiiiieceeeeeeeeee e 30
Okay, traffic iInformation. ...........ccceeiieiiriiece e 30
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenee. 30
Okay, public tranSpOrtation. .........ccueriereereerieeie ettt 30
Sure, public tranSPOTTALION. ........ccveivieriieieeeiecieete ettt eere e sae e v e 30
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MainMenu_action2c.wav
MainMenu_tip.wav
MainMenu_action3a.wav
MainMenu_action3b.wav
MainMenu_action3c.wav
MainMenu_tip.wav
MainMenu_action4a.wav
MainMenu_action4b.wav
MainMenu_action4c.wav
MainMenu_tip.wav
MainMenu_action5a.wav
MainMenu_action5b.wav
MainMenu_action5c.wav
MainMenu_tip.wav
MainMenu_action6a.wav
MainMenu_action6b.wav
MainMenu_action6c.wav
MainMenu_tip.wav
MainMenu_action7a.wav
MainMenu_action7b.wav
MainMenu_action7c.wav
MainMenu_tip.wav
MainMenu_action8a.wav
MainMenu_action8b.wav
MainMenu_action8c.wav
MainMenu_tip.wav
MainMenu_action9a.wav
MainMenu_action9b.wav
MainMenu_action9c.wav
MainMenu_tip.wav
MainMenu_actionl0a.wav
MainMenu_action10b.wav
MainMenu_action10c.wav

MainMenu_tip.wav

WhatAreMyChoices_errl.wav

PUbIic tranSpOItation. ........ecveerrierieeieiieseesteesteere et e eteesteereeseesseseaesteesseenseessesenas 30
By the way, to start over at any time, just say ‘Main Menu.’ ..........c.ccceeevveneenen. 30
Sure, carpooling and VanpoOoling. ...........cceecverieriieiiirienieeeie e 31
Carpooling and vanpoOling............cceccverierierieiieeienieneeie et senes 31
Okay, carpooling and VanpOOLing. .........cceccvevuerierierienieie et 31
By the way, to start over at any time, just say ‘Main Menu.” ............ccceeeeenee. 31
BACYCINE. ..ttt 31
OKAY, DICYCIHINE. «..eeeueieeieeiietieti ettt ettt et e 31
SULE, DICYCINE. ..ottt 31
By the way, to start over at any time, just say ‘Main Menu.” ..........ccccecevenenene 31
ATPOTES. 1.netieeieeite ettt et e et e e st e ettt esebeesate e sbeesse e sbeensseessaensseessaensseenssaenseennes 31
OKAY, AIIPOTLS. ©vrevvieereerreerierieeteeiteetesteseesseesseessesseesseesseesseessesssesssesseessesssesssessees 31
SUIE, AITPOTES. ..c.vieiieirieetieeieeiesteeteeteeteseesreesteesseeseessessaesseesseessesssesseesseesseesseenes 31
By the way, to start over at any time, just say ‘Main Menu.” ..........cccceevevenennene 31
SUTE, ParaTTanSIt. ......cccvveeieieeeeeeirieeeeeee et eee e ee e e e eenaeeeeenneeeens 31
OKay, ParaTransit. ........cccvervieeieeieeiesieesieeieseesee st esteeeeeeeseesseeseenseensessnesseensens 31
ParaTransit. ...eoeeeeeeeeieeeieee ettt ettt e eneas 31
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenee. 31
Sure, transit AZEINCIES. ....eevueeuerieriierieerie ettt ettt ettt e e eeeeeeeesaeeseeeeeenes 32
Okay, transit AZENCIES. .. ....eruertertereeetieeeieierteste sttt et eneeseete e ssesteebeeaeeneeneeseneens 32
TIanSIt AZEICIES. ...eeuvieereeiietiet ettt ettt ettt et ettt e b et e enbe e saees 32
By the way, to start over at any time, just say ‘Main Menu.” ..........cccccoeveneene 32
AC TTANSIL. ettt st eb ettt sb et sbeeat e e e e neens 32
SULE, AC TTANSIE. .vviiieeiiieieieiee et eee e et e et e e et e e eeaaeeeeenneeeeas 32
OKAY, AC TTANSIL. ...veeeiiiiieiierieieeeeseese et ete e steesteeaeseeesseesseebeesseesseessenseensens 32
By the way, to start over at any time, just say ‘Main Menu.” ........c.cccceeevenennene 32
B N O (S 0 0] T TP 32
OKay, traffiC TEPOILS. ....veeeieiieiieie e cieeeeete ettt see sttt e s et nseeneessaenseas 32
Sure, traffic TEPOTLS. ...ecuieiieieiieie et 32
By the way, to start over at any time, just say ‘Main Menu.” ...........ccccceeeeenen. 32
Estimated driving tme. ........ceoueeiirieiieieee e 32
Sure, estimated driving time. ..........cooererirerireeeeeee e 32
Okay, Estimated Driving Time. .........cccovereririeieieiee e 32
By the way, to start over at any time, just say ‘Main Menu.” ..........c.ccceevveeeenen. 32
I’m afraid I didn’t catch that. You can get information on public transportation,

traffic, bicycling, carpooling, or vanpooling. Which would you like? .............. 33
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WhatAreMyChoices_err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

WhatAreMyChoices_help.wav

SpareTheAir_init.wav

Canceled.wav ~ Okay, canceled.

SpareTheAir help.wav

PublicTransMenu_init.wav

PublicTransMenu_err2.wav

GenericMainMenu_maxerr.wav

PublicTransMenu_help.wav

TrafficMenu_init.wav

TrafficMenu_err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

TrafficMenu_help.wav

GetLocation_init.wav

GetLocation_initl.wav

GetLocation_err2.wav

Generic_maxerr.wav

GetLocation_help.wav

What would you like to do? To hear the choices again, say ‘repeat.’................. 33
You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TK@7....eeiiiie e 33
Let’s go back to the Main MENU. .........cccevieriieiiiienienieie e 33

Here’s some help. You can get information by saying ‘public transportation,’
‘traffic,” ‘bicycling,” ‘carpooling,” or ‘vanpooling. ‘ For a complete list of

what’s available, Say ‘TePeat’.........cccooiieiirierieeeeee e 33
Spare the Air day...stay on the line while I transfer you to an operator <1
second pause> If you don’t want to be transferred, say ‘stop’ or press 1. .......... 34
35

Here’s some help. If you don’t want to connect to the Spare the Air operator,
say ‘stop’ or press 1. Or stay on the line, and I’ll transfer you. ..........cceeuvennene 35
I can give you information on public transportation agencies, transit incentives,
airports, and ParaTransit. Which would you like?.........ccccccoevinininincnincenee 36
You can choose public transit agencies, transit incentives, airports, or
ParaTransit. Say ‘help’ or press 0 for more information...........ccccecceveveneenennene 37
Let’s go back to the Main Menu. .........cccovieiiiiiiiiinieneeeeeee e 37

Sure, here’s some help. Remember, to start over, you can say ‘Main Menu’ at
any time. Right now, you can ask for any of the following four choices: transit
agencies (like AC Transit or BART), airports, transit incentives, or ParaTransit
agencies. ParaTransit includes agencies serving disabled commuters. Transit

incentives include pre-tax benefits. Which would you like? ............ccceceenen. 37
You can ask for traffic reports, estimated driving time, planned highway
construction, or airport information. Which would you like?.............cccceeenen. 38
You can choose traffic reports, estimated driving time, planned highway
construction, or airports. Which would you like?...........ccoocvvienienieniniieeen, 39
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TK@7....eieiiiie e 39
Let’s go back to the Main Menu. .........ccccoveeiiiiiiiiinienieeeeee e 39

Okay, here’s some help. By the way, to start over at any time, say ‘Main Menu’.
Right now, you can ask for planned highway construction for CalTrans, airport
information, traffic reports, or estimated driving time, which also includes
traffic. [WATCH PROSOD Y ...coveoiiiniiiriniiniencinenetseneetsie et 39

Now tell me the name of a highway, bridge, or city—or tell me the name of a
‘hot spot’, like the MacArthur Maze. <pause 3 seconds> For a complete list of
what you can ask for, say ‘list everything’. ..........cccoceevievieviieiienieeeeeee e, 40

Say the name of a highway, bridge, or city—or tell me the name of a ‘hot spot’,
such as Pac Bell park. You can always say ‘Main Menu’ to start over, or to hear

a complete list of what’s available, say ‘list everything’........c...ccocovevvenirnnnnen. 40
Say the name of a city, bridge, highway, or hotspot you’d like traffic for. Say

‘help’ or press 0 for more information. What would you like?.......................... 41
Let’s DACK UP. oeiiiieeieeeee e 41

Okay, here’s some help. For a traffic report, tell me the location you want. You
can tell me the name of a city, like Palo Alto; you can tell me the name of a
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bridge, like the Benicia Bridge; you can tell me the name of a highway, like 101;
or, you can tell me the name of a hot spot, such as Pac Bell Park, or the Sunol
Grade. For a list of all locations, just say ‘list all’. You can also say ‘Main

Menu’ to start over. Now, which location would you like?............ccccvrevrrennnen. 42
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........ccocevivereeiieiiinineninencceeeceeee 44
ConfirmLocation_help.wav Here’s some help. Theard: ........occoeiiiiiiiie e 44
ConfirmLocation_helpl.wav If that’s not right, say ‘cancel’. If that’s the one you want, stay on the line and

I’11 get you the traffic TePOIT. .....c.evieiiieiieeee e 44
GetMorelnformation_city.wav Okay, and for Which City?........cccoeiiiiiiiiee e 45
GetMorelnformation_highway.wavOkay, and what highway did you want?............ccceceiiriiiiiininene e 45
GetMorelnformation_directionNS.wav ~ Did you want North or South? ...........cccoooiiiiiiiiiiieneeeee e 45
GetMorelnformation_directionEW.wav  Did you want East or West? ........cccoccveviieiiieiiincieiieiieeee e 45
GetMorelnformation_city err2.wav ~ Which city would you like a report for? .........ccocvevieeiiiiiiiinieicieeeeeeeens 46
GetMorelnformation_highway err2.wav ~ Which highway would you liKe? ..........cccccceveninininnnincicicene, 46
GetMorelnformation_directionNS err2.wav  Is that for north, or SOuth? .........ccccociiiiiiiinincce, 46
GetMorelnformation_directionEW_err2.wav  Is that for east, Or West?........ccoceveriiiiniiiieninenenercececeeen 46
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TK@?....eeie e e 46
Generic_maxerr.wav Let’s DACK UP. oeeeieeeieeeee e 46

GetMorelnformation_city help.wav ~ Okay, here’s some help. By the way, you can say ‘Main Menu’ at any time.
I need to narrow down the location before I can get a report. Which city is this
0T et e 46

GetMorelnformation_highway help.wav ~ Okay, here’s some help. By the way, you can say ‘Main Menu’ at any
time. I need to narrow down the location before I can get a report. Which
highway 15 this Or?.....ccoiiiiiiiii e 46

GetMorelnformation_directionNS help.wav ~ Okay, here’s some help. By the way, you can say ‘Main Menu’ at
any time. I need to narrow down the location before I can get a report. Is this
for northbound, or SOUthbound?..........c...oooeviiiiiiiieeee e 46

GetMorelnformation_directionEW_help.wav ~ Okay, here’s some help. By the way, you can say ‘Main Menu’ at
any time. I need to narrow down the location before I can get a report. Is this

for eastbound, or Westbound? ............cccviiieiiieiiiie e 46
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........ccooceiiririeiieienere e 47
ConfirmMorelnfo_help.wav Here’s some help. Theard: ........cooevieoiiiiiiiiiiiceceeeeeeee e 48
ConfirmMorelnfo_helpl.wav If that’s not right, say ‘cancel’. If that’s the one you want, stay on the line and
I’11 get you the traffic TePOTTL. ...ccveeveeivieiieieeccee et 48
ListLocations_init_a.wav Sure...I can give you a list of highways, cities, bridges, or hot spots. Which one
WOULA YOU TK@7.....eeeiiie e 49
ListLocations_init b.wav Sure...I can give you a list of cities or hot spots. Which one would you like?..49
ListLocations_initla.wav Okay. You can get a list of highways, cities, bridges, or hotspots. Which would
you like? <2 second pause>To start over, say ‘Main Menu’. ...........cccceerueenee.ne. 49
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ListLocations_initla.wav Okay. You can get a list of cities or hotspots. To go back to the top, say ‘Main
Menu’. Which would you like? <2 second pause>To start over, say ‘Main

MBI .. 49
ListLocations_err2a.wav You can ask for a list of cities, highways, bridges, or hot spots. To go back a
StEP, SAY DACK UP . oeeiieieiieie ettt sttt neens 50
ListLocations_err2b.wav You can ask for a list of cities or hot spots. To go back a step, say ‘back up’...50
Generic_maxerr.wav Let’s DACK UP. oeeiieeieeeee e 50
ListLocations_help a.wav Okay, help. Say one of the following to get the choices: highways, cities,
bridges, or hot spots. To go back a step, say ‘back up.”. Which would you like?50
ListLocations_help _b.wav Okay, help. You can get a list of cities, or a list of hot spots. Hot spots include
things like Pac Bell Park, the MacArthur Maze, and the Sunol Grade. To go back
a step, say ‘back up’. Which would you LiKe? .........cccocveviieviieieniiieeeeeeen, 50
GetRegion_init.wav First I’ll need to narrow down the list. Say one of the following regions: San
Francisco, the Peninsula, East Bay, South Bay, or the North Bay...................... 51
GetRegion_err2.wav You can say San Francisco, East Bay, Peninsula, South Bay, or North Bay. <2
second pause> To go back a step , say ‘back up.” ....ccoeeevvreierienieieeeieeee 52
Generic_maxerr.wav Let’s DACK UP. oeiniieeieeeeee e 52
GetRegion_help.wav Sure, here’s some help. You can always say ‘Main Menu’ to start over. Now, to

narrow down the list of cities, I need to know which region you’d like. Please
say one of the following: East Bay, San Francisco, the Peninsula, South Bay, or

NOTEh BAY. .ttt sttt 52
PlayLocationList cities.wav Here’s your 1iSt Of CItIES: ....couiiuiiiieieieeeese e 54
PlayLocationList_hotspots.wav ~ Here’s your list 0f hot SPOtS:.......cccvevviiiiieiiiieriieieeie et 54
PlayLocationList_highways.wav ~ Here’s your list 0f highwWays:........c.cccerieiiieiiiiieiieceereee et 54
PlayLocationList_bridges.wav Here’s your list 0f BIid@es: ....c.occveeieiieriieiiciecie et 54
PlayLocationList_init.wav You can interrupt me at any time by saying the one you want, or say ‘stop’. ....54
PlayLocationList citiesl.wav Here’s that list Of CIties @AM .....ccueviiriiririnirceectecereee e 55
PlayLocationList hotspotsl.wav ~ Here’s that list of hotSpots again:...........coceeeveriririiiiieninineneeeeeceen 55
PlayLocationList_highwaysl.wav Here’s that list of highways again:...........ccceoeiiiiiiiiiiii i, 55
PlayLocationList_bridges.wav Okay, here’s your list of bridges:.........ccoeereriiriiiierietee e 55
PlayLocationList_initl.wav You can interrupt me at any time by saying the one you want, or say ‘stop’. ....55

Stopped.wav Okay, stopped. 56

PlayLocationList err2.wav If you know the location you want, tell me that location now. You can also say
TEPEAL™ OT “SEOP . 1eeerieeiieritierteeritesteestteesteesateesteesateessseesaseessseessseessseensseansneenes 56

Generic_maxerr.wav Let’S DACK UP. coviieiieiiieiieieeetee ettt ettt e 56

PlayLocationList_help.wav Okay, help. At any time, you can say the name of the location for your traffic
report. By the way, you can say ‘Main Menu’ at any time to start over. Here’s
the TIST AAINI .. .eeiuieeieie ettt ettt ettt e et e e e s e e se e teenseenseensesnnenneas 57

EndOfListLocations_init.wav Tell me which one you’d like, or say ‘repeat’ to hear that list again. To get
another list, say ‘go back’. You can also say ‘Main Menu’ to start over. What
WOULA YOU TK@?.....eeie e e e 58

EndOfListLocations_err2.wav Tell me the location you’d like, or say ‘repeat’ to hear the list again. ................ 59
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Generic_maxerr.wav

EndOfListLocations_help.wav

Prelncidents_1.wav
Prelncidents_2.wav
Prelncidents_3.wav
Prelncidents_4.wav
Prelncidents_5.wav
Prelncidents_6.wav
Prelncidents_7.wav
Prelncidents_8.wav
Prelncidents_9.wav
Prelncidents_10.wav
Prelncidents_11.wav
Prelncidents_12.wav
Prelncidents_13.wav
Prelncidents_14.wav
Prelncidents_15.wav
Prelncidents_16.wav
Prelncidents_17.wav
Prelncidents_18.wav
Prelncidents_19.wav

Prelncidents_20.wav

Prelncidents MoreThan20.wav

Prelncidents_init.wav

Stopped.wav Okay, stopped.
Canceled TryAgain.wav

Prelncidents_help.wav

Stopped.wav Okay, stopped.
Canceled.wav ~ Okay, canceled.
PlayIncident thatsall.wav

PlayIncident help.wav

PostIncidents.wav

Let’S DACK UP. ceviieiieeiiiieieeeet ettt ettt 59

Okay, help. Just tell me the location for your traffic report. To hear that list
again, say ‘repeat.” You can also say ‘Main Menu’ to start over. Now, what

WOULA YOU TK@7.....iiiiiie e 59
We have 0ne INCIAENL......c..coiiiiiririiicieeer et 61
We have tWo INCIACNLS. ....eoueieiieiieiieiiee e 61
We have three INCIAeNtS. .......cc.evruiiiiiieiieeee e e 61
We have four inCIdeNtS. .......oeviiuiiiieiee e 61
We have five INCIAENTS. ......oouiiiiiieiieieeee e 61
We have SIX INCIACNLS. ....oc.eiuiiiiiiieeieieiee ettt 61
We have Seven INCIASNLS. .........eiiiieiiieieie e 61
We have eight INCIAENLS. .......ccvieiieiiiieiiereee e 61
We have Nine INCIAENLS. .....oouerviiiiriiiiiieieieres sttt 61
We have ten INCIAENTS. ....co.evuiriiriirieiiicteeres ettt 61
We have eleven INCIAENLS. .......coeveriiriiriiririner et 61
We have twelve INCIAENTS. ....cc.eiueeiiiiiriiieriniereeeeteeereee et 61
We have thirteen inCIdents. ........ceeveiierieriere e 61
We have fourteen inCidents. .........cceerueeieeierieiiereee e 61
We have fifteen inCidents. .........ccoeoueiieiieiieii e 61
We have SiXteen INCIACNES. .......coeeieieiiieiie ettt 61
We have seventeen INCIAENLS. .........ccueruireiirieieieieiee et 61
We have eighteen iNCIAENLS. ..........cccueriiieririeieieeeee e 61
We have nineteen iNCIAENLS. .......coeeeriiierieriineniieeeeeteeee e 61
We have twenty INCIAENTS. .....c.occvieieiierieieeiceee e 61
We have more than twenty inCIdents. ..........ccceevvveriieieeienieneee e 61
You can say “StOp’ @t @NY tINC......ceerreereerrerieriereierteeeeeeeseesseeeeeseesesssesseensens 61
61

Okay, canceled. Let’s try this again. .. ......cccoeevienieniecieeieeieeee e 61
Here’s some help. To go back a step, say ‘back up’. To start over, say ‘Main
Menu’. For a traffic report, just stay on the line. ............ccoceeiiiniiniinin, 62
65

65

That’s all Thave right OW. ......coiiiiiiieeeese e 65

Okay, help. I’m about to repeat the last incident for you. If you’re through
listening to traffic incidents, say ‘stop’. Or, to start over, say ‘Main Menu’. ....65

You can ask to repeat those incidents, ask for another traffic report, or ask for an
estimated driving time. You can also go back to the Main Menu. What would
you like to do? <2 sec pause> Just hang up if you’re done............cceecverurenenne. 66
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PostEstimatedDrivingTime.wav ~ You can ask to repeat those estimates, get an estimate for another route, or check
incidents for a specific location. You can also go back to the Main Menu. What

would you like to do? <2 sec pause> Just hang up if you’re done.................... 66
PostPlayTraffic cancel.wav Okay, canceled. Back to the Main Menu... .....ccccecuevievieninineninencciciccienne 67
PostPlayTraffic err2.wav You can say ‘repeat’ to hear those again, get a traffic report, or get an estimated
driving time. What would you IKe? .......c.cceceviririiiiiiiinincnneceecceciene 67
Generic_PressO.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TK@?....eeie e e 67
GenericMainMenu_maxerr.wav ~ Let’s go back to the Main Menu. ..........cocceriiiiiiieieiieeee e 67
PostPlayTraffic_helpl.wav Okay, help. Say ‘repeat’ to hear those incidents again, ask for a different traffic
report or ask for an estimated driving time. To start over, say ‘Main Menu’.
What would you liKe t0 d0?.....cceeviieiieiieieciecieeeee e 67
PostPlayTraffic_helpl.wav Okay, help. Say ‘repeat’ to hear those estimates again , or you can ask for a
traffic report or another estimated driving time. Say ‘Main Main’ to start over.
What Would YOu LKE? ......cccvieiieieieieeee et 68
GetStartingPoint_init.wav First, let’s get the starting point. Tell me the name of the city or hot spot, like
the MacArthur Maze. To hear a list of everything you can say, say ‘list
EVEIYERINE .ottt sttt 69
GetStartingPoint_initl.wav Tell me the name of that starting point. You can give me the name or a city or
hot spot. To start over, say ‘Main Menu’.........ccoceveenieniniinienieneeeeieeee e 69
GetStartingPoint_err2.wav You can say a city or ‘hot spot’. To hear a list of everything you can say, say
‘list everything’. Say ‘help’ or press 0 for more info..........cccoocevirininnnnenne. 70
Generic_maxerr.wav Let’S DACK UP. coviieiieeiieiieeeeeee ettt 70
GetStartingPoint_help.wav Okay, help. For a starting point on your route, you can choose a city, or a hot

spot. Hot spots include things like Pac Bell Park, the MacArthur Maze, and the
Sunol Grade. To hear a list of all of them, say ‘list all’. Or if you’d like to start

over, say ‘Main Menu’. All right, what’s your starting point? ...............ccc....... 71
WasThatRight.wav Was that TIGHE? ......ooiiieieeee et 72
Sorry_a.wav OK, let’s go back.72
Sorry_b.wav Let’s try that QAIN. ...cc.eeiieeee ettt ettt ettt e sttt ettt e st et e b e et enae e e enes 72
Sorry_c.wav Let’s dO that QGaIN......ceeiieiieie ettt ettt ettt et e bt e ae e enes 72
IHeard.wav I heard: 73
WasThatRight.wav Was that TIGNRE? ...c.oii e 73
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?.. ittt ettt e e snees 73
Generic_maxerr.wav Let’S DACK UP. coviieiieeiieiieeeeete ettt ettt 73
ConfirmStartingPoint_help.wav ~ Okay, help. Theard: .........ccccoviiiiiiiieiicceeeee e 73

ConfirmStartingPoint_helpl.wav If I got that right, please say ‘yes’; if not, say ‘no’. To start over, say ‘Main

GetEndingPointLowConf _init.wav Okay, now for the ending point. Tell me the name of the city or ‘hot spot’......74
GetEndingPointLowConf initl.wav  Tell me the name of an ending point. <3 sec pause> An ending point can be
A CILY OF @ “hOt SPOL’. ettt 74
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GetEndingPointLowConf err2.wavYou can say a city, or ‘hot spot’ Say ‘help’ or press 0 for more info. ............... 75
Generic_maxerr.wav Let’S DACK UP. covieiiieeiieiieeeeee ettt ettt 75

GetEndingPointLowConf help.wav ~ Okay, here’s some help. You can say either the name of a city, or a hot spot,
as your starting point. Examples of cities are things like Mountain View,
Hayward, or Livermore. You can also tell me the name of a ‘hot spot’, which
includes things like Pac Bell Park, the MacArthur Maze, and the Sunol Grade.
Or if you’d like to go back to the top, say ‘Main Menu’. All right, what’s your

ENAING POINE? ..ottt ettt ettt et e ee s eeseee et eteenee e e eneeneeans 75
WasThatRight.wav Was that TIGNRE? .....ei e 76
Sorry a.wav OK, let’s go back.77
Sorry b.wav Let’s try that QZAIN. ...cc.oiuieeiieieeieieiee ettt ettt et e et et e s bttt e bt e st e s b et et e beeeeebeeneensenen 77
Sorry_c.wav Let’s dO that QZaIN......cc.ccieriieieiie ettt ste et e e e s aeesteesseebeesbeesbessaessaesseenseenneenes 77
ConfirmEndingPoint_err2.wav Was that TIGHE? ......ccveeeiiiieieeeeceee ettt e e seeas 77
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TK@?.....iiiiiiieciee e 77
Generic_maxerr.wav Let’S DACK UP. ceeieiiieeieieee ettt 77
ConfirmEndingPoint_help.wav ~ Okay, help. If that’s the right ending point, say ‘yes’. Ifit’s wrong, say ‘no’.

To start over, say ‘Main MeNU’. .......ccceoerieiieiiereee e 77
StartingAt.wav Y our Starting POINE S ....ecueerueeeerieriereereete et ee et ettt eee st e e e beeeeseee e eees 78
EndingAt.wav Y oUr NdiNg POINE IS: .eouviiiiiieieiieiieii ettt ettt ebe e et e neesee e 78
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........cccooceieiirieiieieere e 79
ConfirmBothImplicit_help.wav ~ Here’s some help. If those locations are not what you want, say ‘stop’. If

they’re the right ones, just stay on the line and I’ll get you the driving time......79
GetEndingPointHiConf init.wav  Okay, now for the ending point. Tell me the name of a city or ‘hot spot’.......... 80
GetEndingPointHiConf err2.wav You can say a city or ‘hot spot” Say ‘help’ or press 0 for more info. ................ 81
Generic_maxerr.wav Let’S DACK UP. cevieeiieeieeiieeeeee ettt 81

GetEndingPointHiConf help.wav Okay, help. You can say either the name of a city, or a hot spot, as your starting
point. Examples of cities include Sunnyvale, Concord, or Oakland. You can
also tell me the name of a ‘hot spot’, which includes things like Pac Bell Park,
the MacArthur Maze, and the Sunol Grade. Or if you’d like to start over, say

‘Main Menu’. All right, what’s your ending point?............cccecceeeeeeeneenennnenee. 81
StartingAt.wav Y OUr Starting POINE IS: ..c.eevireeieietiieietieieiete ettt esee et seeebe e eneeneens 82
EndingAt.wav Y oUr NdiNg POINE IS: .eouviiiiiiieieiieiieiiei ettt ettt ebe et nee e e 82
WasThatRight.wav Was that TIGHE? ......cceiieieiieieceeeee et e e saees 82
Sorry_a.wav OK, let’s go back.83
Sorry_b.wav Let’s try that QZAIN. ..cc.eecuieiieiiiie ettt ettt e te et e ebeeseeseeesseesseesseesseessesseenseesseensenssennns &3
Sorry_c.wav Let’s dO that QZaIN......c.ecieiieie ettt sttt et et e st e et et e et e enseensessaesseeseenseenneenes &3
Add to skiplist, use N-Best 83
WasThatRight.wav Was that TIGHE? ......ooiiieieeee et 83
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TK@?....eeie e e e 83
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Generic_maxerr.wav

ConfirmBothExplicit_help.wav

EstimatedError spl.wav
EstimatedError sp2.wav
EstimatedError_spl.wav
EstimatedError_ep2.wav
EstimatedError_spl.wav
to.wav  to

EstimatedError_ep2.wav
to.wav  to

TooMuchTraffic_init.wav

Canceled.wav ~ Okay, canceled.

TooMuchTraffic_help.wav

Let’S DACK UP. ceviieiieeiiiieieeeet ettt ettt 83
Okay, help. If that’s the right starting and ending point, say ‘yes’. If either of
them is wrong, say ‘no’. To start over, say ‘Main Menu’.........ccccecceverucninennenn &3
Sorry, I don’t currently have information for: .......c..coccocevveverieiiininencnencnene, 86
I do however have an estimate Starting iN.........cc.ccveeeerrereereiereeseeeee e 86
Sorry, I don’t currently have information for: ..........cccooeeiiiiiiiiiii 86
I do however have an estimate ending iN..........ccoeeerierieiinienieeeeeeee e 86
Sorry, I don’t currently have information for: ...........ccooeeiiiiiiiinie 86
86

I do however have an estimate for...........cocoeieieieiienie e 86
86

Due to current heavy traffic conditions, I’m unable to give you an accurate
estimate at this time. 1’1l proceed with a traffic report for that route. If you’d
like to start over, say ‘Main MEenU.’.........ccceeeverierienieeieee e 87

87

Here’s some help. Right now, traffic’s too heavy for me to give you an
accurate time estimate. To go back and try another route, say ‘stop’. Or, just

stay on the line, and I’ll give you the traffic reports for that route. .................... 88
EstimatedRoutelnformation_init.wav ~ Right now, the estimated driving time for that route is ..........ccccceveerrenne 91
OneHourLo.wav OMNE NOUT. <.ttt ettt ettt ettt st b e bt eae e s et e tesbeeteebeeaeeneeneeseseens 91
TwoHoursLo.wav EWO NOULS. ..ottt sttt et ettt 91
ThreeHoursLo.wav thIEE NOULS. ..ot 91
FourHoursLo.wav FOUT NOUTS. ..ttt 91
FiveHoursLo.wav FIVE NOUTS. .ttt 91
SixHoursLo.wav SIX HOUTS. ..ottt 91
SevenHoursLo.wav SEVEIL NOUTS. .ttt ettt bbbt 91
EightHoursLo.wav CIGNE NOUTS. ..ottt sttt e s e eene s e e sseenseens 91
NineHoursLo.wav TN NOUTS. ..ttt ettt st enees 91
TenHoursLo.wav 1S3 010 110101 ¢3RS 91
MoreThanTenHours.wav mMOore than 10 ROUTS. ......ociiiiiiiie e 91
OneHourMid,wav ONE NOUL, ..ot 91
TwoHoursMid.wav EWO OUTS, ..ottt et e e e ettt e e e e e e senaeeesenaaeesennaeas 91
ThreeHoursMid.wav 110V EIC 116111 ¢TI 91
FourHoursMid.wav FOUT MOUTS, ...t et 91
FiveHoursMid.wav £ AN 116101 T RRRRR 91
SixHoursMid.wav b 110 11 TR 91
SevenHoursMid.wav SEVEIN NOUTS, ..ot e e e e et eeeenneeeennees 91
EightHoursMid.wav CIGNE NOULS, ..ottt sae e s e s e enseenneeneesseenseens 91
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NineHoursMid.wav THNE NOUTS, ..vveiiieiiieeeeeee ettt e e eeaae e e e et e e seaeeeeenaaeesennreeeenes 91
TenHoursMid.wav TEIL NOUTS, .ottt e e e et e e e eate e e s eaeeesennaeesennreeeenes 91
Canceled.wav ~ Okay, canceled. 92

EstimatedRoutelnformation_help.wav  OK, here’s some help. To hear that estimate again, say ‘repeat’. To go
back a step, say ‘back up’. To start over, say ‘Main Menu’. If you just stay on

the line, I’1l get that estimate for YOU. ........cceocieiieiiiniiinieeeeeeeeee e 92
MultipleRoutes two.wav There are 2 poSsibIe TOULES. .....ovuverrieiiieieeie ettt 93
MultipleRoutes willtakeabout.wav Will take abOUL..........ccooiiiiiiieie e 93
MultipleRoutes_andtaking.wav — and taKING ........cccooiiiiiiieieee et 93
MultipleRoutes_willtakeabout.wav Will take @DOUL...........eeiiiiiiiiiiie e 93
MultipleRoutes_three.wav There are 3 possible TOULES. .....ocviiuieiiieiieie ettt 93
MultipleRoutes willtakeabout.wav Will take @DOUL...........c.eccuiiiiiierieii ettt saeesae e saeesseeseens 93
MultipleRoutes willtakeabout.wav Will take @DOUL...........c.eeuiiiiiieriieii ettt sreeaeesaeseeesreesseeneeens 93
MultipleRoutes _andthirdroute.wav and the third TOULE, ..........cccuerieriiriei e 93
MultipleRoutes willtakeabout.wav Will take aDOUL..........ccevieiiiiieriieit et e e eeeens 93
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........coccoceverenieiieiieniinencnencceeeceeene 94
MultipleRoutes _help.wav Okay, here’s some help. To back up, say ‘stop’. To hear the estimate again, say

‘repeat’. If you stay on the line, I’ll give you the traffic for those routes. ......... 94
PreambleMultipleRoutes_init.wav Now I’ll tell you the traffic incidents for these routes. Say ‘next route’ to skip to

the next one, or say ‘stop’ if you’re through listening...........cccceceeeeieieninennn. 95
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........ccooceieririeieienese e 96
PreambleMultipleRoutes.wav Okay, here’s some help. To go back, say ‘stop’. If you stay on the line, I’ll give

you the traffic for thoSe rOULeS. ........cceevvieciiiiiiieceee e 96
PreRoutelncidents.wav FOT TOULE ..ottt 98
RouteOne.wav OT1€ .ttt et ettt s ae e bt b ettt e a e ea e e a e s bt b e e bt ettt eat e s he e bt e bt et et et eaaesaees 98
RouteTwo.wav EWO 1ttt ettt et st b et et st sae bt e bttt sane e naeen 98
RouteThree.wav BHTEE ..ttt sttt 98
Prelncidents_1.wav We have 0ne IMNCIAENL........cc.eeciieieeieieeee e 98
Prelncidents_2.wav We have tWo INCIACNLS. ....eeueieeiiiieiieiiee et 98
Prelncidents_3.wav We have three INCIAENtS. .......cc.eiriiiiiieiiee et 98
Prelncidents_4.wav We have four iNCIAENES. .......oeviiuiiiieiiee e 98
Prelncidents_5.wav We have five INCIAENTS. ......oouiiiiiiieiieeee e 98
Prelncidents_6.wav We have SIX INCIACNLS. ....ouiiuiiiiiiieeieieiee et 98
Prelncidents_7.wav We have SeVen INCIACNTS. ......ccvivvirieiieieeie ettt te e esseeeaeeseenaees 98
Prelncidents_8.wav We have eight INCIAENTS. .......oovieiieiiiieiierieeee e 98
Prelncidents_9.wav We have Nine iNCIACNTS. .......eevieieeieiieieeie ettt re e 98
Prelncidents_10.wav We have ten INCIAENLS. .....cevieiieieeie et seees 98
Prelncidents_11.wav We have eleven iNCIAENLS. ........ccueeieiierieriieie e 98
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Prelncidents_12.wav
Prelncidents_13.wav
Prelncidents_14.wav
Prelncidents_15.wav
Prelncidents_16.wav
Prelncidents_17.wav
Prelncidents_18.wav
Prelncidents_19.wav

Prelncidents_20.wav

Prelncidents MoreThan20.wav

Prelncidents_init.wav

Canceled TryAgain.wav

Stopped.wav Okay, stopped.

PreRoutelncidents_helps.wav

NextRoute.wav
LastRoute.wav

PlayIncident_thatsall. wav

Stopped.wav Okay, stopped.

Canceled.wav ~ Okay, canceled.

PlayIncident thatsall.wav
NextRoute.wav
LastRoute.wav

PlayIncident help.wav

RefinePoint.wav
Okay.wav Okay.
Okay.wav Okay.
RefinePoint_err2.wav
RefinePoint_maxerr.wav
RefinePoint maxerr.wav

RefinePoint_help.wav

RefineStartingPoint _init.wav

RefineStartingPoint init2.wav

We have twelve INCIAENLS. ....oc.evieiiiiiiiererece e 98
We have thirteen inCIdents..........cocceoverieierinininieeeeeee e 98
We have fourteen inCIdents.........c.eeereeieriininenineneeeeteteere et 98
We have fifteen INCIAENtS. .......coceeeeiiriiiiirininereeceeee e 98
We have SiXteen INCIAENES. .......co.erieieriirieririenereetee ettt 98
We have seventeen inCIdents. .........cccoeeveerierieiieeieeiesee e 98
We have eighteen inCidents. ..........ccocieiierieiiiie e 98
We have nineteen inCidents. ...........cooeeieereiirieiiee e 98
We have twenty INCIAENTS. .......eieiieiiiiieieeieeeeeeee et 98
We have more than twenty InCIdents. ...........coeoeeoieriererenineieeeee e 98
Remember, you can always say ‘stop’ if you’re all through listening, or say ‘next
route’ to hear the traffic report for the next one.........ccoocvevvevieciieciiceveeceee, 98
Okay, canceled. Let’s try that again...........cccoceevienienieciinieeieseeeee e 99
99

Okay, here’s some help. To go back, say ‘stop’. If you stay on the line, I’ll give
you the traffic for thoSE rOULES. ........eovieriieiieiiceeeee e 99
OKAY, NEXE TOUL. . . c.eeutienteeiieeiieeieerie et eeesiee st e et et eneesteesteenteenteeneesneeseeeseeneeene 101
OKaY, [aSE TOULE. .. ceneieiieiieeiieei ettt e 101
That’s all T have right NOW. ......ccoeiiiiiiiiieee e 102
102

102

That’s all Thave right OW. ......cciiiiieieeeee e 102
OKAY, NEXE TOULC. . c.vveveerrieeieeiierieesieeaeetestesseesseeseessesseesseessesssesssesseesseessesssenses 102
OKaY, [AST TOULE. .. 1evieiieiieeiecieeieeie ettt ettt sre et e esbeessessaesseesseessessnenes 102
Okay, help. If you’re through listening to traffic incidents, say ‘stop’. To start
over, say ‘Main Menu’. I’ll repeat the last incident nOw. ..........cceecvevvererennnnne. 102
Would you like to get a more refined estimate? ..........ccocceevvvecvervenieneesiennene. 103
104

104

Do you want to get a more accurate driving estimate? ...........ccecceveereereeeenne. 104
Sorry I’'m having trouble. I’ll just go ahead and play the incidents. ................ 104
Sorry I’'m having trouble. I’ll just go ahead and play the incidents. ................ 104

Okay, help. Because you chose a location that has more than one possible

driving time estimate, I can give you another estimate with a more specific
location. If you want to do that, say ‘yes’. If not, say ‘no’, and Il tell you

about any traffic for that route. By the way, you can always say ‘Main Menu’.104

Okay, to refine your starting point, you can choose from any of the following:105

Which one would you LKE? ........cccvvieiieiieieee et 105
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FinishedRefining_Starting.wav

RefineStartingPoint_err2.wav
RefinePoint maxerr.wav
RefinePoint maxerr.wav

RefineStartingPoint_help.wav

RefineEndingPoint_init.wav

RefineEndingPoint_init2.wav
RefineEndingPoint_init3.wav
RefineEndingPoint init4.wav

FinishedRefining One.wav

FinishedRefining Both.wav

RefineStartingPoint_err2.wav
RefinePoint_maxerr.wav
RefinePoint_maxerr.wav

RefineEndingPoint_help.wav

GetTransitAgency_init.wav

GetTransitAgency_initl.wav

ParaTransit.wav
GetTransitAgency err2.wav

Generic_Press0.wav

Generic_maxerr.wav

GetTransitAgency help.wav

GetStartingCity_init.wav

GetStartingCity _initl.wav

GetStartingCity err2.wav

Generic_Press0.wav

All right. By the way, in the future you can say that directly when asked for

your starting location. Now I’ll give you the updated estimate. ...................... 106
Say the name of the one you’d LKe:........ccoeoverierieniieieieeeeeeeee e 106
Sorry I’'m having trouble. I’ll just go ahead and play the incidents. ................ 106
Sorry I’'m having trouble. I’ll just go ahead and play the incidents. ................ 106

Okay, help. By the way, to go back to the top, just say ‘Main Menu’. I can get
you a more precise driving time estimate if you choose one of the points I've
listed that are in your starting city. I’ll play the list again: ..........cccoovereeneenne. 106

I can refine your ending location if you choose from any of the following:..... 107

Which one would you IKE? ........cccviviiiieiieiicie et 107

All right. By the way, in the future you can say that directly when asked for
your ending location. Now I’ll give you the updated estimate. ....................... 108

All right. By the way, in the future you can say either one of those when asked
for your starting and ending locations. Now I’ll give you the updated estimate.108

Say the name of the one you’d liKe:........ccoeiiiieiiiiieiieeeeeeeee 108
I’1l just go ahead and play the incidents............coeoveiieeienienieeee e 108
Sorry I’'m having trouble. I’ll just go ahead and play the incidents. ................ 108

Okay, help. By the way, to go back to the top, just say ‘Main Menu’. I can get
you a more precise driving time estimate if you choose one of the points I’'ve

Tell me the name of the transit agency, or, if you’re not sure, say ‘I don’t know’.110

Tell me the name of the transit agency you’d like, or, if you’re not sure, say ‘I

AOM T KNOW ..ttt sttt 110
Okay, ParaTransit. .. .....ccceeceerierierieeie et ettt s enseeseenneses 111
Say the name of a transit agency, or say ‘I don’t kKnow’.........cccecvevvrvrnnennen. 111
You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?....eiie et 111
Let’s BaCK UP. eeieeieiieieee e e e 111

Okay, here’s some help. Say the name of a Bay Area public transportation
agency, like AC_Transit, BART, or MUNI. If you’re not sure, say ‘I don’t
know’ and I’ll help you find out. You can always say ‘Main Menu’ to start over.
What Would you IKE? ......ccceeviiiiieiieie ettt e 111

Okay...what city will be you be traveling from? <2.5 second pause> You can
also say the name of @ COUNLY. .....ocuveviiiiiiicieeceee e e 112

Tell me the name of the starting city. <2.5 second pause> Or, you can also say
the NAME O @ COUNLY. ....ccuiviiiieciieeee e e 112

Say the name of the city you’re starting from. You can also say the county
TMAITIC. ...veeveuteurententetesteeteeueeut et et e besae e bt eaeeas et e b e b e st e bt eaeeae et et enaena e bt sueeaeeneennenee 113

You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?. ...ttt 113
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Generic_maxerr.wav Let’S DACK UP. cevieeiiiieiieieeececeee ettt ettt ettt ees 113

GetStartingCity help.wav Okay, help. Say the name of the city you need information on public
transportation for. You can also say the name of the county, such as Contra
Costa. If you want to go back to the top, say ‘Main Menu’...........cccccoerueennnee. 113
WasThatRight.wav Was that TIGHE?7 ......cc.oeiieiieeeeee e 114
Sorry_a.wav OK, let’s go back.115
Sorry_b.wav Let’s try that QAIN. ...cc.eeiuieieeie ettt ettt sttt ettt et e sae et et et s e eneeeneenean 115
Sorry_c.wav Let’s dO that QAN ......eeuieiieiiee ettt ettt ettt e ettt et e eneeeneenean 115
WasThatRight.wav Was that TIGNE? ..o 115
Generic_PressO.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TTKE?...eiiiii ettt 115
Generic_maxerr.wav Let’S DACK UP. coviieiiiieiieiecteeeeeee ettt ettt et ees 115
ConfirmCityExplicit_help.wav Okay, help. Theard: .........ccooieiiieiiiiecieseee e 115
ConfirmCityExplicit_helpl.wav  If that’s right, say ‘yes’. Ifit’s wrong, say ‘no’. To start over, say ‘Main Menu’.115
Canceled TryAgain.wav Okay, canceled. Let’s try that again.........cccocevevireriieiieninenenenenceeeeeene 116
ConfirmCity help.wav OK, help. If that’s the wrong one, say ‘stop’. If it’s the right one, just stay on
11 0TS U1 TSR 117
GetCityAgency_init.wav We’ve got more than one agency there: ...........cooveeriiiieiinceneeeee e 118
GetCityAgency _initl.wav Say the name of the one you’d like, or, if you’re not sure, say ‘I don’t know’.118
GetCityAgency _init2.wav We’ve got more than one agency M .......coceveereeriieienienieeeese e 118
GetCityAgency initl.wav Say the name of the one you’d like, or, if you’re not sure, say ‘I don’t know’.118
GetCityAgency err2a.wav Here’s the list 0f QZeNCIeS: ...cc.eiiviiiiiiiiieriiece e 119
GetCityAgency_err2b.wav Which one would you IKE? ........cccvvviiiiiiieiicie et 119
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt e e ees 119
Generic_maxerr.wav T T T g 1 TSR 119
GetCityAgency help.wav Okay, here’s some help. By the way, to start over, you can say ‘Main Menu’.
There’s more than 0Ne AZENCY IN......c.ecvereerieriieieeiesieie e eae e e 119
GetCityAgency_help2.wav I’ll need to have you choose one. You can also say ‘I don’t know’ if you’re not
sure which one. Here’s the list:.........ooooiiiiiiine e 119
GetCityAgency_help3.wav To hear the list again, Say ‘TEPEAL’. .....ccovevierieriieeeeee e 119
TransferAgencyMessage init.wav Okay, let’s try this: the mOSt COMMON ONE 1S:......ccuerieierieierieniereeeeeeeeieane 120
TransferAgencyMessage initl.wavI’ll transfer you to that one now, unless you say ‘stop’ or press 1.......c.ccce.... 120
Canceled_GoBack.wav Okay, canceled. Let’s back UP. ...coccvevieriieniieiiiieeeeseee e 121
TransferAgencyMessage helpl.wav  Here’s some help. For that city, the most common agency is:................... 121
TransferAgencyMessage help2.wav  If you don’t want to be transferred , say ‘stop’. If you stay on the line, I’ll
transfer you there NOW. ........ccveivieiieiiecieseee e e 121
TransferOneAgency _init.wav There’s only one agency for that City: ......c.cccevierieriieiieeieieeee e 122
TransferOneAgency _initl.wav I’11 take you there now, unless you say ‘stop’ or press 1. .....cccceeevverienieennne. 122
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Canceled _GoBack.wav

TransferOneAgency help.wav

AllrightComma.wav
Canceled TryAgain.wav
ConfirmAgency_help.wav

TransferAgencyOperator_init.wav

Canceled MainMenu .wav

TransferAgency Operator help.wav

TransferAgency Operator _helpl.wav

PlayMenyOptions_err2.wav

Generic_Press0.wav

Generic_maxerr.wav

PlayMenuOptions_help.wav

Canceled GoBack.wav
Canceled GoBack.wav

Transfer _help.wav

Canceled _GoBack.wav
Canceled_GoBack.wav

PlayRecordedMessage help.wav

Prelncidents_1.wav
Prelncidents_2.wav
Prelncidents_3.wav
Prelncidents_4.wav
Prelncidents_5.wav
Prelncidents_6.wav
Prelncidents_7.wav
Prelncidents_8.wav
Prelncidents_9.wav
Prelncidents_10.wav
Prelncidents_11.wav

Prelncidents_12.wav

Okay, canceled. Let’s back UP. ...c.occverierieniieieiieeeesieee e 123
Okay, help. If you don’t want me to transfer you, say ‘stop’. Or stay on the line
and D11 take YOU there. .......ooovieoiieieiiecieeee e e 123
N 5 7 o USRNSSR 124
Okay, canceled. Let’s try that again........ccccecveeierienienieieeieseseeee e 124

Here’s some help. If that’s the wrong agency, say ‘stop’. Or just stay on the

line and T’11 transfer YOU. .......ooiiiiiiiiiiee e 125
I’1l go ahead and transfer you to the operator now. If you don’t want to be
transferred, say ‘StOP’ OF PIeSs 1. ...coiiiiiiiiiiiiiiierieeeeeeeee e 127

Okay, canceled. Say ‘Main Menu’ to start over, or stay on the line, and we’ll

DACK TPttt ettt sttt e r e e e e e et e eae e reenre e 128
Here’s some help. If you don’t want to be transferred to ...........cccuee....e. 128
say stop. If you stay on the line, I’ll transfer you there now.................... 128
Tell me your choice, or say ‘repeat’ to hear all the choices again. ................... 130
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?.....iiiieiieeie ettt ees 130
Let’s DACK UP. oeieeieiieieee e e 130
Okay, help. If you want to start over, you can say ‘Main Menu’ at any time.
Here’s the list of choices again: ..........cocevierieiieiieieeeeee e 130
Okay, canceled. Let’s DaCK UP. ..c.ooeeieieiiieecceeee e 132
Okay, canceled. Let’s DaCK UP. .oc.eoueeieieieieie e 132
Here’s some help. If you don’t want to be transferred [PROSODY], say ‘stop’.
If you stay on the line, I’ll go ahead and transfer you now...........cccceceeveeenene 132
Okay, canceled. Let’s back UP. ...c.occvevieriieniiiiiiieeeese et 134
Okay, canceled. Let’s back UP. ...coccvevieriieniieiiiieeeeseee e 134
Okay, help. Tell me which of the choices you’d like, or say ‘repeat’ to hear all
the choices again. To start over, say ‘Main Menu’. .........ccccoevenenercreeeenenn. 134
We have 0ne INCIAENL......cc.coiriririiieiceeree e 135
We have tWo INCIAENLS. ....eoueeeeiiiieieeie e 135
We have three iNCIAEents. .........cooieiirieiieieeee e 135
We have four inCidents. ..........oooeeiiiiiiieiieeee e 135
We have five INCIAENTS. ......ooueiiiiiieeieieee e 135
We have SiX INCIASNLS. ....o.eiuiiiiiiiiieeieiieee et 135
We have Seven INCIAENLS. ......c..evirieiirieieieneeercee e 135
We have eight iNCIAENTS. ......cceevvieiieieiieseee e 135
We have Nine INCIAENLS. .....oueriiririiriieieieiereere e 135
We have ten INCIAENLS. ....c.evviririririiriicteteeee et 135
We have eleven INCIAENtS. .......coceveeiiieiierienineneeeeeetee e 135
We have twelve INCIAENES. ....oo.evuereerieiiiiierienescceceetee e 135
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Prelncidents_13.wav We have thirteen inCIdents. ........c.ecvveruieriiicieiiere et 135

Prelncidents_14.wav We have fourteen inCIdents. .........ccuveveicvereerierieeieeieseese e e 135
Prelncidents_15.wav We have fifteen inCidents. .........coeccvveveiierieniee e 135
Prelncidents_16.wav We have SiXteen INCIAENTS. .......ccverierieiieriei et 135
Prelncidents_17.wav We have seventeen iNCIAENtS. .........eccveiierierierie et 135
Prelncidents_18.wav We have eighteen incidents. ..........ccooeeiiiieriinieieeeeeeeeeee e 135
Prelncidents_19.wav We have nineteen inCidents. ..........coeoeiierierierieeee e 135
Prelncidents_20.wav We have twenty inCIdents. ..........ooieeiiiieiieiiee et 135
Prelncidents MoreThan20.wav ~ We have more than twenty iINCIdents. .........cccceeeeierieienenese e 135
Prelncidents_init.wav You can always say ‘stop’ if you’re finished listening. .........c.cceceeeeecienennnnne 135

Stopped.wav Okay, stopped. 136

Canceled _GoBack.wav Okay, canceled. Let’s back UP. ...c.cccveveerieniiiiiiieeeesieeeere e 136
Servicelnterruptions_help.wav Okay, help. . If you don’t want to listen to these incidents, say ‘stop.” If you stay

on the line, I’11 CONtINUE. ..........oeiiiiiiiieeee e e 136
PlayTransitIncident canceled.wav Okay, stopped. Let’s 80 Dack.......cccocveviiriiriiniinieieeeeeeeeee e 138

Canceled.wav ~ Okay, canceled. 139
PlayTransitIncident thatsall.wav ~ That’s all [ have right now. Let’s go back... ....ccccoooiiiiiiiiiini 139

PlayTransitIncident _help.wav Okay, help. I’ll repeat the last incident now. If you’re through listening to
transit incidents, say ‘stop’. Or, to start over, say ‘Main Menu’...................... 139

GetParaTransitAgency init.wav ~ Now tell me the name of the agency you want , or, if you’re not sure, just give
me the name of the city. <3 second pause> You can also say the name of the

COUIEY . -eteuteeiteettenteett ettt e et e bt e bt et e e aaesbeesbe e bt e bt sateebee st e e bt enbeembeseeesbeenbeenteeneesae 140
GetParaTransitAgency initl.wav Which agency would you like? (rising intonation).............cceeeevveeeververreenenne 140
GetParaTransitAgency err2.wav  Say the name of a transit agency, or if you’re not sure, say the name of the city

OF COUNLY TNSEAM. ....vievvieeiieeieiieieeie e ste st ettt e sre e e esbeeebeseaesaeesseesseesneses 141
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?....iiieiieeie ettt ees 141
Generic_maxerr.wav T T T g 1 TSR 141
GetTransitAgency help.wav Okay, help. Say the name of one of the Bay Area’s ParaTransit agencies. If you

don’t know the name of the agency, say the name of the city you’d like
information for instead. You can also say the county name. If you want to start

over, say ‘Main Menu’. What would you like? ...........ccccoiiiinininniiieee 141
IHeard.wav I heard: 142
WasThatRight.wav Was that TIGNt? ......ccieiieiieieceeee et eeas 142
Sorry_a.wav OK, let’s go back.143
Sorry_b.wav Let’s try that QAIN. ...cceecvieeiieiieiecie ettt et e esbeeeaestaeste e beesbeessesseesseesseesseensensseessesseensens 143
Sorry_c.wav Let’s dO that QZAIN.......c.ecieiieieeieeie ettt e sae e e st eseesseeneesseesseenseenseenseenaenseensens 143
Add to skiplist, use N-Best 143
WasThatRight.wav Was that TIGHE? ......cc.oeieieeeeee et 143
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Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU LIKE? ..ottt ettt eeas 143
Generic_maxerr.wav T T T g 1 TSR 143
ConfirmParaTransitExplicit help.wav ~ Okay, help. By the way, to start over, say ‘Main Menu’. I heard .......... 143
WasThatRight.wav Was that TIGHE?7 ......cc.oeiieiieeeeee e 143
ConfirmParaTransitlmplicit_ TransferNow.wav  I’ll go ahead and transfer you now, unless you say ‘stop’ or press
1. 144
ConfirmParaTransitlmplicit TheAgencyls The ParaTransit agency fOr ........ccccoeierierieiieieeieeeeee e 144
ConfirmParaTransitimplicit TransferNow.wav  I’ll go ahead and transfer you now, unless you say ‘stop’ or press
1. 144
Okay.wav Okay, 144
ConfirmParaTransitimplicit TheAgencyls The ParaTransit agency for..........ocoioiviiiriiiineneneneeceeeceene 145
ConfirmParaTransitlmplicit_TransferNow.wav  I’ll go ahead and transfer you now, unless you say ‘stop’ or press
1. 145
ConfirmParaTransitimplicit TheAgencyls The ParaTransit agency for........coccveririerieeiiniencnencnenceerceeene 145
ConfirmParaTransitlmplicit TransferNow.wav  I’ll go ahead and transfer you now, unless you say ‘stop’ or press
1. 145
ConfirmParaTransitlmplicit TheAgencyls The ParaTransit agency fOr .........ccceeierierieiieieeeeeeeeee e 145
Canceled TryAgain.wav Okay, canceled. Let’s try that again. . ......cccccecceeeeriinienieieeeeeeeee e 146

ConfirmBothImplicit_help.wav ~ Here’s some help. If you don’t want to be transferred, say ‘stop’ or press 1. To
start over, say ‘Main Menu’. Or just stay on the line and I’ll transfer you. ..... 146

PlayParaTransitMenuOptions_err2.wav ~ Tell me your choice , or say ‘repeat’ to hear them all again. ................. 148
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt et ees 148
Generic_maxerr.wav Let’S DACK UP. cevieeiiiieiiciecieeeceee ettt st ees 148
PlayParaTransitMenuOptions_help.wav  Okay, help. By the way, to start over, say ‘Main Menu’. I’ll repeat the
choices again, and when you hear the one you want, just say it:...................... 148
RideshareMain_init.wav We have two rideshare operators that provide information on carpooling,

vanpooling, park and ride lots and much more. If you would like information
specifically for Solano or Napa counties, say ‘Solano’ or ‘Napa’; otherwise, say

T1IAESNATE OPETALOL’ . ..c..iiiietieieeie ettt ettt et et saee e eneeens 149
RideshareMain_ParkNRide.wav ~ Park N Ride information will be provided by the Rideshare operator.............. 150
RideshareMain_err2.wav For information on Solano or Napa counties, say ‘Solano’ or ‘Napa.’ I can also

transfer you to the Rideshare operator. ...........cccceeveeeiiiciiiieneeniee e 150
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU LIKE? ..ottt ettt ees 150
GenericMainMenu_maxerr.wav ~ Let’s go back to the Main Menu. ..........ccceoevenininieneniinieiciencse e 150
RideshareMain_Help.wav Sure, here’s some help. Remember, to start over, you can say ‘Main Menu’ at

any time. Right now, you can get information on carpooling or vanpooling, or
specifically for carpooling or vanpooling in Solano or Napa County. You can
also ask for general information on Park N Ride. Which would you like?......151
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RideshareSolanoTransfer init.wav Okay, stay on the line while I transfer you to the Rideshare operator for Napa
and Solano Counties. If you don’t want to be transferred, say ‘stop’ or press 1.152

Canceled GoBack.wav Okay, canceled. Let’s back UP. ...cecverierieniieieiiereere e 153

RideshareSolanoTransfer help.wav  Here’s some help. If you don’t want to be transferred to the Napa and
Solano Rideshare operator, say ‘stop’ or press 1, or, stay on the line and I’ll

L2001 3 g 10 RS S S 153
RideshareTransfer_init.wav Now, stay on the line while I transfer you to the Rideshare operator, or say

‘stop’ or press 1 if you don’t want this transfer. .............coccoveeriiiiiiinine. 154
Canceled GoBack.wav Okay, canceled. Let’s Back Up. .....coeeeeieierieneieeieeeeee e 155
RideshareTransfer _help.wav Here’s some help. If you don’t want to connect to the Rideshare operator, say

‘stop’ or press 1, or stay on the line, and I’ll transfer you. .........cccceceeverveeene 155
PretaxMain_init.wav Commuter Incentives are programs which provide monetary rewards for not

driving alone. 1 can transfer you to an operator if you'd like to know more. To
get information about Commuter Incentives, including the Commuter Tax
Benefit program, say 'Commuter Incentives'. If you want information
specifically for Solano or Napa counties, please say 'Solano' or 'Napa'. To start
over, just say ™Main MEeNU'. .........cccceeiiiiiiieriee et 156

PretaxMain_TransferringSolano.wav ~ Okay, please stay on the line while I transfer you to the rideshare operator
for Napa and Solano county. If you’d rather not be transferred, say ‘cancel’. 157

PretaxMain_Transferring.wav Okay, please stay on the line while I transfer you to the rideshare operator, If
you’d rather not be transferred, say ‘cancel’.........c.ccoceoeiiiiiiniiniiniieees 157
PretaxMain_err2.wav Say ‘commuter incentives’ to be transferred to the operator. If you want info for
Solano or Napa county, say ‘Napa’ or ‘Solano’. Or say ‘Main Menu’ to start
OV, .eattenttenteeite et sttt e et e et ea e ebt e bt e bt et sat e s bt e sbe e bt et e et eb b e b e e bt e e et et sbeenae 157
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?.....iiieiieciece ettt ens 157
Generic_maxerr.wav T T T g 1 TSP 157
PretaxMain_help.wav Okay, help. To start over, say ‘Main Menu.” If you’d like to find out more about

what commuter incentives are, say ‘commuter incentives’ and I’ll transfer you to
an operator. If you’re in Solano or Napa county and want info, say ‘Solano’ or

B\ RS PUSPRT 157
TransferToPlannedHighwayConstruction_init.wav ~ Okay, I’ll transfer you. If you don’t want to transfer, just say
CCANCEL” OF PIESS L. oiviiiieiiiiiciieeieeete ettt ettt reesaeesaeesaeereesreesreenreens 158
Canceled_GoBack.wav Okay, canceled. Let’s 20 DaCK. ....ccccuevierieriiiiiciieieceee e 159
TransferToPlannedHighwayConstruction help.wav ~ Here’s some help. If you don’t want to transfer to CalTrans,
say ‘stop.” If you just stay on the line, I’ll transfer you. .........cccccvevveriercienennne. 159
BicyclingMain_init.wav For Napa or Solano counties, just say ‘Napa’ or ‘Solano’. For other counties,
JUSt SAY ‘DIKE OPETALOL. ...ovieiieiiieieciieciiesie ettt ees 160
BicyclingMain_initl.wav To get bicycling information in most regions, say ‘bike operator’. If you want
information specifically for Solano or Napa counties, please say ‘Solano’ or
‘Napa’. By the way, if you want to start over, say ‘Main Menu’. ................... 160
BicyclingMain_err2.wav You can say ‘Napa County’ or ‘Solano County’ or, for other regions, you can
say ‘bike operator.” Which would you liKe?.........cccceoeiiiinininiinieeeeee, 161
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TTKE?....eiiiieeieee ettt 161
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BicyclingMain_maxerr.wav

BicyclingMain_help.wav

Canceled _GoBack.wav

BicyclingTransfer _init.wav

Canceled _GoBack.wav

BicyclingTransfer _help.wav

GetAirport_init.wav

Canceled.wav ~ Okay, canceled.

TransferToSacramento.wav

GetAirport_err2.wav

Generic_Press0.wav

Sorry I’'m having trouble. Let’s go back to the Main Menu. ........ccccocevenenee 161

Sure, here’s some help. Remember, to start over, you can ask for ‘Main Menu’.
You can ask for Napa or Solano County, or for other regions, say ‘bike

operator’. Which would you lIKe? ..........cccoevierieriieiiiieeieeeee e 161
BicyclingSolanoTransfer init.wav Okay, stay on the line while I transfer you to the bicycling operator for Napa and
Solano County. Say ‘stop’ or press lif you don’t want to connect................. 162
Okay, canceled. Let’s back Up. ...ccooeeiuieiieiieiiieeieeeeeeee e 163
BicyclingSolanoTransfer help.wav Here’s some help. If you don’t want the Napa and Solano County Bicycling
operator, say ‘stop’, Or, just stay on the line, and I’ll transfer you.................. 163
Okay, stay on the line while I transfer you to the bicycling operator. If you don’t
want this transfer, say ’stop’ or press L. .o.oooeeiieieiinieniieeee e 164
Okay, canceled. Let’s Back Up. ...ccoocveiierieniiiiicieceeeeeeeee e 165
Here’s some help. If you don’t want to connect to the bicycling operator, say
‘stop’, If you just stay on the line, I’ll transfer you.........c.ccocevenenincncncniennne 165
You can ask for information on San Francisco, San Jose, Sacramento, or
Oakland International airport . Which would you like?.........c.ccecverervrcnnnne 166
167
Okay, I’1l transfer you to the operator for the Sacramento airport now. If you
don’t want to be transferred, say ‘Stop’ or press 1.......ccoccveeeeienieneenenieneene. 167
You can choose San Francisco, Sacramento, San Jose, or Oakland. You can
also start over at any time by saying Main Menu. .........cccccerereneneneeeeneenne 167
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt ees 167
Let’s go back to the Main MenuU. .........cccoeveeiieiiiienienieeieeeeeeeeeee e 167

GenericMainMenu_maxerr.wav

GetAirport_help.wav

AirportMenu_init.wav

AirportMenu_initl.wav

AirportMenu_err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

AirportMenu_help.wav

AirportMessage groundtrans_init.wav

OK, here’s some help. Remember, to start over at any time, say ‘Main Menu’,
Right now, you can get information on one of the following airports: San
Francisco International, San Jose International, Sacramento International, or

Oakland International. Which would you liKe? ..........ccoccvevieiiiienienieieee, 167
Now, I can give you information on traffic incidents, parking, or ground
transportation. Which would you like?..........cccooiiiiiiiniiii e 168
I can give you information on traffic incidents, parking, or ground
transportation. Which would you liKe?.........cccooiiiiiiiniiiiiieeeee e 168
You can choose traffic incidents, parking, or ground transportation. You can
also go back to the top at any time by saying ‘Main Menu’. ..........c.ccceerueenennee. 169
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt et e e e 169
Let’s go back to the Main Menu. .........ccevveriiiieiienienieieeeeee e 169

Sure, here’s some help. Remember, to start over at any time, just say ‘Main
Menu.” Right now, you can ask for one of the following types of airport
information: traffic incidents, parking, or ground transportation. Which would

FOU K@Y .ttt ettt 170
Okay. To interrupt the following message on ground transportation at the
AIIPOTL, JUSE SAY “SEOP . weeeetietietieieeite ettt sttt ettt et 171
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AirportMessage parking init2.wavHere’s that message again. Remember, you can interrupt at any time by saying

Stopped_AirportMessage.wav

BES] 10 o SO RP PP 171

Okay, stopped. Let’s go back to the Airport Menu. You can always say ‘Main
IMENU” L0 STAIT OVET....eeiutiieiiieiiieeiiee sttt ettt ettt et e b e eaae e b s 172

AirportMessage parking help.wav Here’s some help. You can interrupt this airport parking message at any time by

AirportMessage groundtrans_help.wav

PostAirportMessage init.wav

Canceled BackToMainMenu.wav

PostAirportMessage err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

PostAirportMessage help.wav

AirportTransfer init.wav

Canceled GoBack.wav

AirportTransfer _help.wav

AirportTrafficIncidents init.wav
GetBARTStation_init.wav
GetBARTStation_reentry.wav
GetBARTStation _err2.wav

GenericMainMenu_maxerr.wav

GetBARTStation _help.wav

OkayComma.wav

Canceled TryAgain.wav

ConfirmBARTStationImplicit_helpl.wav
ConfirmBARTStationImplicit_help2.wav

ConfirmBARTStationExplicit_initl.wav

WasThatRight.wav

saying ‘stop.” To hear it again, stay on the line. ...........cccceveeriniienieneee 172

Here’s some help. If you don’t want to hear this airport parking message,
say ‘stop.” To hear it again, stay on the line. ........c.ccoecceriirinenienieeee, 173

To hear that again, say ‘repeat.” Now, I can get you more airport information, or
take you back to the Main Menu. If you’re all finished, you can just hang up.174

Okay, back to the Main Menu. .........ccceeieieiieniiiiseeeeee e 175
You can repeat the previous message, get additional airport information, or go
back to the Main Menu. Which would you like?.........ccccevvenieviiciiniiiens 175
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?.....iiieiieeiece ettt ens 175
Let’s go back to the Main Menu. .........ccevveriieiirienierieieeeeeee e 175

Sure, here’s some help. Remember, to start over at any time, say ‘Main Menu.’
Right now, you can ask for a repeat of the previous airport message, or more

airport information. Which would you like?...........ccccoiiiiiniiniieeeee 175
Okay, stay on the line while I transfer you to the Airport Rideshare operator.

Say ‘stop’ (or press 1) if you don’t want this transfer.............ccoceeeeeeeinnenennne 176
Okay, canceled. Let’s Back Up. .....coeeeeieieniiniiieieeeee e 177
Here’s some help. If you don’t want to connect to the Airport Rideshare
operator, say ‘stop’ If you just stay on the line, I’ll transfer you. .................... 177
Sure. Traffic INCIAENES.....cc.eiiieirieieieieere e 178
Okay, for Which Station?...........ccoeceeieiieiieeeie e 179
What’s the full name of the Station? ...........ccceeveririiieeiiiininneeeeee 179

What’s the full name of that BART station? For example, BayFair. Or,
Sixteenth Street and Mission. <3 second pause> Or, press 0 to hear a list of all
thE SEALIONS. .e.veeureiitiitieterceie ettt sttt st 180

Let’s go back to the Main Menu. ..........ccooeeiiiiiiiiiniesieceeeeeeee e 180

Here’s some help. To find that information you requested, I need to know which
BART station you want. Give me the full name of the station. For example,

Bay Fair. Or, Sixteenth Street and MiSSION. ........cceecverierierieecienierieneeie e 180
OKAY, venvevieteieeieieiett ettt sttt sttt sttt sttt e sttt e st e st ebe st et be s e st te it neeaeeenene 181
Okay, canceled. Let’s try that again.........ccceevevieriierienieiieiecieseese e 182

Here’s some help. Theard:......c.ccooieiiiiiciieieeeee e, 182

If that’s wrong, say ‘stop’. Or, if it’s correct, just stay on the line and

I’1l get you information on the NeXt train. ........ceceeceeeerierienenenenenenceeeeeeene 182

THeard ..c..ooeiieieicicc e 183

Was that TIght? ......co.iii e e 183
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Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU LIKE? ..ottt ettt eeas 183
ConfirmBARTStationExplicit err2.wav LT heard: ..........ccoooiiiiiiiieiieieeee e 184
WasThatRight.wav Was that TIGHE? ......cc.ieieieieeeee et 184
Generic_PressO.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?. ...t 184
Generic_maxerr.wav Let’s DaCK UP. eeieeieiieie e e 184
ConfirmBARTStationExplicit_helpl.wav  Okay, help. I think you wanted:............ccecenieniiiiniiieieceeee 184
ConfirmBARTStationExplicit_help2.wav  If that’s right, say ‘yes’. If not, say ‘no’. To start over at any time, say

IMAIN MBI . .ttt st st e e e eae 184
GetRoute _init.wav Okay, which route would you like? To hear all available routes say ‘list all’. 185
GetRoute initl.wav OKay, WAAL’S the TOULE? ......eocveiieeiieieciesieeie ettt ste e ebeeea et beseaesaeeseas 185
GetRoute init2.wav Okay, which route would you like? Remember you can say ‘list all’.............. 185
GetRoute err2.wav Please say the full name of the bus route you want information for, such as ... 187
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?.....iiiieiieeie ettt ees 187
Generic_maxerr.wav Let’s DACK UP. oeieeieiieieee e e 187
GetRoute help.wav Okay, here’s some help. Tell me the name of the bus route you want. For a list

of available routes, say ‘list all’. .......ccoooiiiiiiii e 187
RouteWhatAreMyChoices_initla.wav  Here’s a list of routes. When you hear the one you’d like, go ahead and

SAY Tl ettt ittt ettt ettt et h et e bttt e et eb e e eb e e bt e b e et eabesaeeeaee 188
RouteWhatAreMyChoices_err2.wav ~ Which route would you like? To hear the choices again, just say ‘repeat.” 190
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU LIKE? ..ottt ettt et ees 190
RouteWhatAreMyChoices maxerr.wav ~ Let’s just go back to the Agency Menu. .......cccceevvveviieeieicieieeneeieeee 190
RouteWhatAreMyChoices_help.wav  Okay, here’s some help. Here’s a list of routes. If you hear the one you’d

like, go ahead and say it. You can also say ‘Main Menu’ at any time. ............ 190
ConfirmRouteExplicit init.wav — Theard..........ccceoierieiiieieeieceeeee et e es 191
WasThatRight.wav Was that TIght? ......co.iii e e 191
I[Heard.wav I heard: 192
WasThatRight.wav Was that TIght? ......oo.oii e e 192
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TTKE?....eiiiiieeieeee ettt 192
Generic_maxerr.wav Let’S DACK UP. cuviitiiiieiieieeteceeeee ettt ettt e b e ees 192
ConfirmRouteExplicit_helpl.wav Okay, help. Theard: .........ccccooviiiiiiieniieiiceceeeeee e 192
ConfirmRouteExplicit_help2.wav If that’s the right bus route, please say ‘yes’; otherwise, say ‘no’. To start over

at any time, say ‘Main MENU’. ........ccoeiieiieriieie e 192
GetBusStopHighConf init.wav ~ Now, what’s the bus stop? If you’re not sure, say ‘I don’t know’ and I’ll help

YOU NAITOW 1t AOWL. ..evtiiiieiiieciieieeie et ettt teeeaeseeesseeseeaeeeesneesneenseenseens 193
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GetBusStopHighConf _err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

GetBusStopHighConf Help.wav

GetBusStopLowConf init.wav

GetBusStopLowConf reentry.wav
GetBusStopLowConf _err2.wav

Generic_Press0.wav

GenericMainMenu_maxerr.wav

GetBusStopLowConf help.wav

GetBusStopRegion_initl.wav

GetBusStopRegion_initl.wav

GetBusStopRegion_err2.wav

Generic_Press0.wav

Generic_maxerr.wav

GetBusStopRegion_help.wav

ConfirmRegion_init.wav

Canceled.wav ~ Okay, canceled.

Stopped.wav Okay, stopped.

ConfirmRegion_help.wav

OkayColon.wav
And.wav  and

WasThatRight.wav

ConfirmBothStopsExplicit_err2.wav

WasThatRight.wav

If you know which bus stop you’d like, t ell me the name now. If you’re not

sure, say “T don’t KNOW”. ......c.ccceiiiiiieiieie ettt 194
You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?....eiiiieiieciecie ettt ees 194
Let’s go back to the Main Menu. .........ccevveviirieiienieneeeeeee e 194

Here’s some help. Remember, to start over at any time, say ‘Main Menu’.
Right now, you can get information on a specific bus stop by giving me the

name of the stop, or if you’re not sure, just say ‘I don’t know’...........c.c........ 195
Now, what’s the bus stop? If you don’t know the name, say “I don’t know” and
I’I1 help you narrow it dOWIN. ......coeeuieieieierieeeee et 196
Tell me the name of that bus StOp aZaIN. ....cceeeririiieieieiee e 196
Say the name of the stop, or if you’re not sure, say ‘I don’t know’.................. 197
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TIKE?....iiieiieciececee ettt ens 197
Let’s go back to the Main Menu. .........ccevveriirierienierieieeieeee e 198

Here’s some help. Remember, to start over at any time, say ‘Main Menu’.
Right now, if you’re interested in information on a specific bus stop, tell me the

name of that stop now. If you’re not sure, just say ‘I don’t know’.................. 198
I’11 list some segments of that route. Name one and I’ll list some of the major

DUS SEOP LIMES. ©eevveeeeiieiiieeiie et eiee sttt et e et e te e st e et e e snaeessbeessaeessseenssaennnas 199
Here are the segments for that bus route again. Say one and I’1l list stops for that
1070410 1 N OO PO TUSSRRPRRPR 199
Tell me the segment you want. To hear the available segments again, just say

B8 (<] 01 | USSP PRUPR 200
You can also press 0 at any time to hear a list of touch-tone commands. What

WOULA YOU TIKE?.....iiieiieciece ettt ens 200
Let’S DACK UP. ceeieeieiieiiee ettt e 200

Okay, here’s some help. By the way, at any time you can say ‘Main Menu’.
Please choose one of the following segments, and I’ll play some bus stop times

101 07 1 EO SRR 200
Okay, I’11 list some of the bus stops from that segment, with arrival times. You
can say ‘repeat’ or ‘Stop’ at ANy tME. .....ocueeruirirrienierieieeie e 201
202

202

Here’s some help. If that’s the wrong segment or if you’re done, say ‘stop’. If
it’s the right one, just stay on the line and I’ll get you information on the bus

StOPS 1N that SEZMENL. ...c..eeivieieiie ettt ere st beese e seeeeeas 202
()2 TSRS 203
203
Was that TIght? ......oo.oii e e 203
THEArd. ... oot e 204
Was that TIght? ......oo.iii e e 204
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Generic_Press0.wav

Generic_maxerr.wav

ConfirmBothStopsExplicit_helpl.wav

You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt eeas 204

T T T g 1 TSR 204

ConfirmBothStopsExplicit_help2.wav  If that’s right, say ‘yes’; otherwise, say ‘no’. To start over, say ‘Main

OkayComma.wav
WasThatRight.wav
ConfirmBusStop_err2.wav
WasThatRight.wav

Generic_Press0.wav

Generic_maxerr.wav

ConfirmBusStop_helpl.wav

ConfirmBusStop_help2.wav
OkayComma.wav
And.wav  and

Canceled TryAgain.wav

IMETIUL ..ottt ettt st ettt sa e sttt 204
OKAY, venveverteieteitenet ettt sttt sttt ee 205
Was that TIght? ......co.iiie e e 205
The bus stop T heard Was: ........cccoevuieeiiiiiiiiicece e 206
Was that TIGNE? ....o.ooi e 206
You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt e ees 206
Let’S DACK UP. ceviieiiiieiieieeeceeceee ettt ettt et b e ees 206
Okay, help. By the way, you can always say ‘Main Menu’. I’m trying to
confirm the bus stop I heard, which Was:............cccoevierieiieiiinieieeeee e, 206
If that’s right, say ‘yes’. Ifnot, say ‘N0, .cccceevieviieieeieieeeeee e 206
OKAY, vttt sttt sttt ee 207
207

Okay, canceled. Let’s try that again. . .......ccccecceeeiriinienieieeeeee e 208

ConfirmBothStopslmplicit_help.wav  Here’s some help. If I have the wrong route or bus stop, say ‘cancel’. If

it’s the right one, just stay on the line and I’ll get you information on the next
bus.208

AnnounceBusTimes_Specific NoPrediction_init.wav ~ We have no current prediction available for that route.

Let’s go back. 209
AnnounceBusTimes ImplicitMessage init.wav ~ You can say ‘stop’ or ‘repeat’ at any time. .........c.ccoceecerveerueneene 210
AnnounceBusTimes VehicleArr initl.wav — The next bus arrives at...........cocooevieerererieenierieneneneneseseeeeeenes 210
AnnounceBusTimes VehicleArr initl.wav — The next bus arrives at........c.ccocverirerenerieieiieneneneneseseeeeeenes 210
FollowedByOne.wav TOLLOWEA DY ONE AL ..ottt s 210
AnnounceBusTimes VehicleArr initl.wav ~ The next bus arrives at..........ccoceveerieiirieniereeeeeee e 210
FollowedByOne.wav TOLLOWEd DY ONE AL ..o e e 210
AndAnother.wav and aNOther ONE At:.......cceeciiviiriiiiriiieeeeeee e 210

AnnounceBusTimes_Specific NoPrediction_init.wav

AnnounceBusTimes_Train_ImplicitMessage init.wav ~ You can say ‘stop’ or ‘repeat’ at any time...................... 211
For.wav  For 211

AnnounceBusTimes_VehicleArr initl.wav — The next bus arrives @t.........c.ccvevveeieeienieneeieeeeeeeseese e eae e 211
AnnounceBusTimes_PredictionValidAsOf init.wav ~ Arrival times are valid as of.........ccccovevvvvciicieneeicee, 211
AnnounceBusTimes ThatsAll init.wav  That’s all I have right NOW. ........cccocveriiriieiiieieieeceee e 211
StoppedBackToAgencyMenu.wav Okay, stopped. Back to the agency menu. ...........ccoeevevverieneeneecienienieieene 212
CanceledBackToAgencyMenu.wavOkay, canceled. Back to the agency menu...........cccceevvveeiereienienieneenieee e 212
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Okay, help. I need to make sure I got the route and bus stop right. I heard:204

We have no current prediction for that route. Let’s go back.210



AnnounceBusTimes_help.wav Okay, here’s some help. I’m about to repeat the arrival times you requested
with the latest update. If you’re through listening to these times or you want
different arrival information for this agency, say ‘stop’ and we’ll go back to the

agency menu. To start over, say ‘Main Menu’. ........ccevvecvveeenieneesene e 212
AnnounceTrainTimes NoPrediction_init.wav ~ Sorry, but I can’t find any arrival time information right now. I’ll

take YOU DACK @ SEEP. ...veeuieeeieiieieeie et 213
AnnounceTrainTimes_ImplicitMessage init.wav ~ You can say ‘stop’ or ‘repeat’ at any time. ............cccceeeuerueenne. 214
WillArriveAt.wav WL AITIVE AL ..coueieiiieiiieiiece et ettt ene 214
AnnounceTrainTimes_PredictionValidAsOf init.wav ~ Arrival times are valid as of ............coocoiiiiiiiiiiiieee 214
AnnounceTrain_More.wav To hear more train times, Say ‘MOTE traiNs’. ........ceceeeeierierieniereeseeeeeseeeeeeeeeenes 214
AnnounceTrainTimes_ThatsAll init.wav  That’s all I have right NOW. ........coccoioiiiiiiiiiii e, 214
StoppedBackToAgencyMenu.wav Okay, stopped. Going back to the agency menu. .........c.ccevvevvieviieceenieneennnns 215
CanceledBackToAgencyMenu.wavOkay, canceled. Back to the agency menu............ccceevvvevievenienieneenieeie e 215
AnnounceBusTimes Repeat init.wav  Sure, let me repeat the arrival times with the latest predictions................ 215

AnnounceTrainTimes help.wav ~ Okay, help. If you’re done listening to arrival times, say ‘stop’ and we’ll go
back to the agency menu. Or, if you want to go back to the top, say ‘Main
Menu’. I’ll repeat the arrival times you requested with the latest update now.215

RequestForOperator_initla.wav ~ If you’d like to be connected to the operator for...........cocceeveeiiiiiiinceniee 216
RequestForOperator_initlb.wav  say ‘operator’. To go back to the your choices, stay on the line. If you’re done,
JUSERANE UP. .ot 216
Canceled GoBack.wav Okay, canceled. Let’s Back Up. .....coeeeeieieninieiieieeeee e 217
RequestForOperator Transferring.wav ~ Okay, I’ll transfer you to the Operator. ...........ccceevereieienieiienieceeeeene 217
RequestForOperator_help.wav All right. Here’s some help. For the agency operator, say ‘operator.” Or just
stay on the line and I’1] take you back to the Main Menu.............ccceevvevennnnee. 217
AskForParticipation_initl.wav To help us continue to improve our service, we’d like to ask you to participate in
@ SUTVEY . teuttteniteetteenite ettt estte ettt ette ettt esbte ettt ebtesabeesbeeeabeeanbaeenbeesbaesnbeesnsaesnneenn 219
AskForParticipation_init2.wav Here’s some information on that SUIVEY. .......c.ccecceceevievienenincnenineceeieeee 219
AskForParticipation_init3.wav Would you like to partiCipate?.........ccceecveeeveriereerieieeeeseeeeie e see e 219
AskForParticipation_init4.wav So that we can continue to improve our service, we’re conducting a 511 caller
SUIVEY et eueeeteeteenteenteen e emeeesee st ee st anseemeeeaeeeaeeesee st anteenseenseeseenseenseenseensesneesneennes 219
AskForParticipation_init3.wav Would you like to participate?..........cceereeeerierieeeie et 219
AskForParticipation No.wav No problem. Let’s go back... If you’re finished, just hang up. ......c.ccccceenee 219
AskForParticipation_err2.wav JUSE SAY YOS OF N0 . ettt e e 220
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU LIKE? ..ottt ettt e e eeis 220
GenericMainMenu_maxerr.wav ~ Let’s go back to the Main Menu. .........c.ccevvierierienieniieieeeeeeeseeie e 220
AskForParticipation_help.wav Okay, help. If you’d like to participate in our survey, say ‘yes’; if not, say ‘no’
and we’ll go back to the Main Menu. .........cccoocevveierienienieieeieseeee e 220
StartSurveyNoQuestions_init.wav Sorry, it looks like we don’t have any questions at the moment. Let me take you
back to the Main MEeNU. ........cccoeviiiiiiieiieieeee e 221
StartSurvey _initl.wav Thank you. We’ll be asking YOU .......ccoieiieiiiiieiiereeeetee e 222
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OneQuestionPeriod.wav
TwoQuestionsPeriod.wav
ThreeQuestionsPeriod.wav
FourQuestionsPeriod.wav
FiveQuestionsPeriod.wav
SixQuestionsPeriod.wav
SevenQuestionsPeriod.wav
EightQuestionsPeriod.wav
NineQuestionsPeriod.wav
TenQuestionsPeriod.wav
QuestionsPeriod.wav
StartSurvey _init2.wav
StartSurvey_stopped.wav
StartSurvey help.wav

AskQuestion_initl.wav
AskQuestion_init2.wav
AskQuestion_init3.wav
AskQuestion_init4.wav
AskQuestion_stopped.wav
AskQuestion_help.wav

ONE UESTION. L..etieeetietieeiieeteeteesteeteeteeeaeseeesteesseesseesaesssasseesseessasssesssesseesseessennes 222
TWO QUESTIONS. 1.eveeveeieieeteeteeetesteesteesseesseessesseesseesseessesssesseesseesseessesseesseesseessenns 222
tAIEE QUESTIONS. ...eviiieiieiieie ettt ettt e e et et e e eaesaeesneesseenseens 222
TOUL QUESTIONS. ...eeeeieiieiieieeie ettt st seeesreesneenseenneees 222
A 1D 1T ) PR 222
SIX QUESTIONS. ..eeueetietietieie et eteeece st ee st e et et et e s st et e e bt e seenteemtesneesneesneeeeenneenes 222
SEVEIN QUESTIONS. ...eueieeieiietieteeeeeeteeteestee et enteentesee e bt e st eneeeneesseesseenaeeseenseenneens 222
CIZNE QUESTIONS. ..ottt see e e e 222
THINIE QUESTIONS. 1..vvieeeiieiiiieeieesieeeteesteesaeeseteesteesseeesaseesaeansseenseeassseenseesseeensenan 222
EETL UESTIONS. .veeevieeeiieeiiieeteeeteeeteeseteesteesereessseensseessseesseensseesseensseenseeensneenseean 222
QUESTIOMIS. ..eeuvieeiiieeieeeieeeteeeteeeteeeteeeseeesteeeseeenseeasseeenseeansseenseesnseeenseesnseeenseean 222
If you don’t want to continue, just say ‘stop’ now . Otherwise, let’s begin.....222
Okay, we’ll skip the survey. Back to the Main Menu..........ccccceevevvereenieennnnne. 222
Here’s some help. If you don’t want to participate in this survey, say ‘stop.” If

you do, just stay on the line, and we’ll begin........ccoccvevveviereriienceiieeeeee 223
(0 A 1 0 1311 10 1 SRR 225
()2 USRS 225
INEXE QUESTION: 1.ttt ettt ettt ettt et et e st e seeeseeeaeeneeemeeeneenseeneeens 225
And here’s the 1ast qUESLION:.........ccieiiieiieiecieeeeee e 225
Okay, stopping the survey. Back to the Main Menu..........ccccoooeveneninencennne. 226

Here’s some help. If you want to hear that survey question again, say ‘repeat’.
To end this survey, say ‘stop’ and we’ll go back to the Main Menu. <slight

pause> OK, let’s go back to the SUIVEY. ....ccccverieiiieiiiiecieeee e 226
EndSurvey_init.wav That’s it! Thanks! Your participation in this survey will help us serve you
better. I’ll take you back to the Main Menu now , or , if you’re done, just hang
UD TIOW. 1eteuitteniteeniteenuteesiteesuteesateesaseessteesaseesateesaseesateesabeessteesaseesnteessseesnseessseennnes 227
Goodbye.wav ~ Thanks for calling S11. GOOADYE.......cceeruieriiriieieeiereeie ettt e e e s ens 230
Goodbye confirm.wav I thought I heard you say goodbye. Do you really want to exit the system? ...230
Goodbye yes.wav Okay, thanks for calling 511. GOOdDYE. .....c.cevvvriiriiiieieeeeeeeee e 230
Goodbye no.wav Oh, my mistake. Let’s g0 back. ......cccooieiieiiiiiiiee e 230
Goodbye _err2.wav Do you really want to hang up? ........ccocoveieeiieiiieeeceeeeeeee e 231
Generic_Press0.wav You can also press 0 at any time to hear a list of touch-tone commands. What
WOULA YOU TTKE?....eiiiiieeieeee ettt 231
Generic_maxerr.wav Let’s 0 DACK. ..vovvieiieiieiieieceeeee ettt e ees 231
Goodbye help.wav Okay, help. Ithought I heard you say goodbye. If you want to hang up, say
‘yes’. If you don’t want to hang up, Say N0’ .....ccceevvirierierierieeie e 231
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6.4 Notes to the Implementer (optional)

6.5 Glossary

Hot spot — refers to common traffic locations such as Pac Bell Park, Hospital Curve, the Sunol Grade,
McArthur Maze, etc.

VWS — Voice Web Server

TTS — Text To Speech

DTMEF — Dual Tone Multi Frequency (touch-tones)
API — Application Program Interface

GSL — Grammar Specification Language
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1 Document Overview

1.1 Revision History

This document is produced and controlled by Nuance Communications. All requests to make
changes to this document should be directed to the authors so that changes are made by the
authors through Nuance Communication’s version control procedures.

Current Last Author Notes
Revision Updated
1.0 02/13/2002 | Cathy Pearl, First version
Nuance
Communications
1.1 04/04/2002 | Cathy Pearl Revisions based on changes to regular callflows /
dialog spec
1.2 04/15/02 Cathy Pearl Removed all ‘exit’ references
1.3 06/18/02 Cathy Pearl Revisions based on final Quintus document

1.2 Document Summary

This document outlines the DTMF behavior for every state in the 511 traffic application. For
every feature obtainable via speech, a corresponding feature is available via DTMF. In a few
cases, the dialog changes to accommodate the limitations of DTMF. For example, when getting
traffic incidents in the speech system, a caller can say the name of a highway, city, bridge, or
hotspot. For DTMF, the caller must first select which of those they would like to ask for, and
then select the individual item.

1.3 Universals

The DTMF system will have the same universals that are available in the speech system. A
universal command is available in every recognition state, and are as follows:

0 — Help

# - Repeat

* - Main Menu

** - Cancel

By pressing 0, the caller will hear a list of all of the available DTMF commands for that state.
By pressing #, the caller will hear the last prompt played again.

By pressing *, the caller will return to the application’s Main Menu.

By pressing **, the caller will cancel the current behavior.
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1.4 Errorand Cancel Strategy

The first error will not mention DTMF. The second and third error, where it already says ‘or
say help’, the following will also be included: ‘say help or press 1.

In error cases where ‘or say help’ is not mentioned, delayed help will be used. For example,
after the state error prompt, there will be a short pause, followed by ‘Press 0 for touchtone
options.’

For states that let the user cancel by pressing 1, this will be mentioned in the prompt. For
example “if you don’t want to be transferred, say ‘cancel’ or press 1°.

1.5 Notes

Touch tone commands will always be available in every state, even if not mentioned explicitly
in the prompt.

A caller can choose to press “#” when finished entering touch tones. If not, the DTMF timeout
will be used (set to 1.5 seconds).

Menu options will be in the same order for DTMF as they are presented in the speech
application. For example, if in a menu the items presented are Traffic, Public Transportation,
Carpooling, and Bicycling, the DTMF will map to 1-Traffic, 2-Public Transportation, 3-
Carpooling, and 4-Bicycling. This ordering will be determined in the Dialog Specification.

As a different example, in a case where all of the Public Transportation Agencies are listed, the
ordering may be determined by other factors.

New DTMF states that have been created are labeled with a * and include DTMF in the state
name.

See the DTMF callflows for details on any DTMF dialog behavior that differs from the standard
call flows.
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2 DTMF Mapping Tables

For each state in the Dialog Spec there is a table showing the mapping between all of the
available speech commands and their equivalent DTMF keys .

21 Welcome

If there is a floodgate message, no DTMF is active (and no speech is active).

If there is not a floodgate message:

Public Transportation Menu
Traffic Menu

Bicycling
Carpooling/Vanpooling
Airport

SpareTheAir

ParaTransit

Public Transportation Agencies
Traffic Report

Estimated Driving Time

AC Transit

Transfer to old DTMF system (during
pilot only)

XA N[N |—

O

—_
(=]

—_—
—_—

O
O

2.2 MainMenu

1 | Public Transportation Menu
2 | Traffic Menu
3 | Bicycling
4 | Carpooling/Vanpooling
5 | Airport
6 | SpareTheAir
7 | ParaTransit
8 | Public Transportation Agencies
9 | Traffic Report
10 | Estimated Driving Time
11 | AC Transit
99 | Transfer to old DTMF system (during
pilot only)

2.3 WhatAreMyChoices

Public Transportation Menu
Traffic Menu

Bicycling
Carpooling/Vanpooling
Airport

SpareTheAir

ParaTransit

Public Transportation Agencies
Traffic Report

O |0 I[N N[ [W|N|—
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10 4 Estimated Driving Time

11 | AC Transit

99 | Transfer to old DTMF system (during
pilot only)

2.4 SpareTheAir (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.5 PublicTransportationMenu

1 | Transit agencies
2 | Transit incentives
3 | Airports

4 | ParaTransit

2.6 Traffic Menu

Traffic Report

Estimated Driving Time
Planned Highway Construction
Airports

AW

2.7 GetLocation

1 | Highways
2 | Bridges
3 | Cities
4 | Hot Spots
XX | Highway by number, such as 85 or 101

2.8 GetDTMFHighway*

1 | List all highways
XX | Highway by number, such as 85 or 101

29 GetDTMFBridge*

Bay Bridge

San Mateo Bridge
Dumbarton Bridge

Golden Gate Bridge
Richmond-San Rafael Bridge
Carquinez Bridge

Benicia Bridge

Antioch Bridge

R (Q| N | N[ (W~

210 GetDTMFRegion*

1 | East Bay
South Bay
3 | San Francisco

7
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4 { Peninsula
5 | North Bay

211 GetDTMFCity*

XX | Each city will be mapped to a number
(lists only cities for region chosen)

212 GetDTMFHotSpot*

XX | Each hot spot will be mapped to a
number

213 ConfirmLocation (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.14 GetMorelnformation

This state is dynamic: could be asking for a highway, city, or direction. It will be the same as one
of the following states described above: GetDTMFHighway or GetDTMFRegion, For direction,
the first will be 1, the second 2 (e.g., North = 1, South = 2)

2.15 ConfirmMorelnfo (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.16 ListLocations, GetRegion, PlayLocationList, EndOfListLocations

Not needed, because the individual DTMF states mirror this functionality.

2.17 Prelncidents/Playincident

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.18 PostPlayTrafficlncidents

Repeat

Traffic Incidents
Estimated Driving Time
Main Menu

AW

219 GetStartingPoint

1 | City
Hot Spot

8
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2.20

2.21

2.22

2.23

2.24

2.25

2.26

2.27

2.28

ConfirmStartingPoint/ConfirmEndingPoint/ConfirmBothExplicit (Explicit

Confirm)

1

no

2

yes

GetEndingPointHiConf

1

City

Hot Spot

GetEndingPointLowConf

1

City

Hot Spot

ConfirmBothimplicit

1

Cancel/Stop

2-9

Also map to cancel/stop

TooMuchTraffic

1

Cancel/Stop

29

Also map to cancel/stop

MultipleRoutes/PreambleMultipleRoutes/PreRoutelncidents/EstimatedRoutelnfo

rmation

1

Cancel/Stop

2-9

Also map to cancel/stop

PlayRoutelncident

1

Stop

2

Next

3

Go back

GetTransitAgency

1

“I don’t know”

XX

Each agency will be numbered

GetStartingCity

Will use GetDTMFRegion/GetDTMFCity

2.29 RefinePoint/ConfirmCityExplicit (Explicit Confirm)

1| no
yes

9
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2.30 RefineStartingPoint/RefineEndingPoint

XX | Each starting point will be mapped to a
number

2.31 ConfirmCity/TransferOneAgency/ConfirmAgency/TransferAgencyMessage/Con
firmCity/ConfirmAgency (ImplicitConfirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.32 GetCityAgency

1 | “I don’t know”
XX | Each agency will be numbered

2.33 TransferAgencyOperator/Transfer/PlayRecordedMessage (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.34 PlayMenuOptions

This menu will be dynamic. Each item will be numbered in the order it is presented to the user.

2.35 Servicelnterruptions/PlayTransitincident

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.36 GetParaTransitAgency

1 | “I don’t know”
XX | Each agency will be numbered

2.37 ConfirmParaTransitExplicit (Explicit Confirm)

1| no
2 | yes

2.38 ConfirmParaTransitimplicit/Transfer (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

2.39 PlayParaTransitMenuOptions

This menu will be dynamic. Each item will be numbered in the order it is presented to the user.

2.40 RideshareMain

1 | Solano/Napa
All others
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2.4

2.42

243

244

245

2.46

247

248

2.49

2.50

RideshareSolanoTransfer/RideshareTransfer (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

PretaxMain

1| no
yes

TransferToPlannedHighwayConstruction (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

BicyclingMain

1 | Solano/Napa
2 | All others

BicyclingSolanoTransfer/BicyclingTransfer (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

GetAirport

SFO

San Jose
Sacramento
Oakland

AW |[—

AirportMenu

1 | Traffic
2 | Parking
3 | Ground transportation

AirportMessage/AirportTransfer (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

PostAirportMessage

1 | Repeat
More information
3 | Main Menu

GetBARTStation
| XX [ BART stations will be numbered |

1
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2.51

2.52

2.53

2.54

2.55

2.56

2.57

2.58

2.59

2.60

2.61

ConfirmBARTStationExplicit (Explicit Confirm)

1| no
yes

ConfirmBARTStationimplicit (Implicit Confirm)

1 | Cancel/Stop
2-9 | Also map to cancel/stop

GetRoute/RouteWhatAreMyChoices
| XX | Routes will be numbered |

ConfirmRouteExplicit/ConfirmEndingPoint/ConfirmBothStopsExplicit/ConfirmB
usStop

1

no

2

yes

ConfirmBothStopsimplicit

1

Cancel/Stop

2-9

Also map to cancel/stop

GetBusStopLowConf/GetBusStopHighConf

If the number of bus stops is less than 20, list them with numbers. If more than 20, press “1” for
“I don’t know”

GetBusStopRegion

Regions will be numbered.

ConfirmRegion (Implicit Confirm)

1

Cancel/Stop

2-9

Also map to cancel/stop

AnnounceBusTimes/AnnounceTrainTimes (Implicit Confirm)

1

Cancel/Stop

29

Also map to cancel/stop

RequestForOperator

| 1 | Operator

AskForParticipation/Goodbye

1 | no
2 | yes
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2.62 StartSurvey

Just universals will be active

2.63 AskQuestion

Reponses will be mapped to numbers in order

2.64 Floodgate
No DTMF required.
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